


The Vehicle Sales Authority of British Columbia acknowledges the 
traditional territories of the many diverse Indigenous Peoples in the 
geographic areas we serve. 

The offices of the Vehicle Sales Authority of British Columbia are 
situated on the traditional, ancestral and unceded territory of the 
Á,LEṈENEȻ ȽTE (WSÁNEĆ); sqəciyaɁɬ təməxʷ (Katzie); qʷɑ:nƛən 
(Kwantlen); scəwaθenaɁɬ təməxʷ (Tsawwassen); Se’mya’me’ (Semi-
ahmoo); and S’ólh Téméxw (Stó:lō) people. 
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Mark Bakken
VSA Board Chair
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Message approved and signed by:

Message to the Minister

Ian Christman
President & CEO
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VSA Purpose & Values

Purpose Statement
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Values

Respect
each other

Do the
right thing

Make it
happen

together

Listen to 
all sides

Be open,
honest
& fair
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Website Email Phone Social Media Mail

Social Media Campaign: 
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We educate Industry and protect Consumers
by communicating through vsabc.ca and 
the following channels:

You can reach us through the following methods: 

/VehicleSalesAuthority

@vsabc.ca

Vehicle Sales Authority of BC
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Recent Highlights

With our help, consumers received 
$1,476,364 in compensation through
the VSA resolution process this past year.

$1,476,364

VSA staff recommends the VSA as an 
employer 100%.

100%
We completed 696 investigations, and had 
1,804 total contacts with industry licensees.

We inspected 850 licensed businesses, and 
they achieved a 90% pass rate in FY23/24.

From April 2023 to March 2024, our new 
website was viewed 718,295 times.

VSA industry communications received an 
average view rate of 69%.

From July 2023 to March 2024, our new 
social media program gained:

1,509 followers
7,215 email subscribers

We answered 3,532 consumer questions, 
and we issued/renewed 11,982 business and 

salesperson licenses this past year.
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442 Consumers have used our secure 
Consumer Portal to make formal com-
plaints and check on their complaint 
status (as of February 2024).

Our self-service dispute resolution tools 
are helping consumers address issues in a 
quick and easy ways. 

1,600 consumers have used My Self-Help 
and 148 consumers have used Connector 
(as of February 2024).
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Licensing: Salesperson and Broker-Representative
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Licensing: Dealer and Business Licensing
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Consumer Complaints
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Maintaining Industry Standards
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Delivering on the VSA Mandate
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Our Strategic Goals: Executive Summary
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1 Increase organizational efficiency, effectiveness, and 
agility through process, systems, and technology.

2 Enhance VSA credibility with stakeholders.

3 Increase industry adherence to regulatory requirements 
through proactive education, oversight, and 
enforcement.

4 Increase consumers’ awareness of their legal rights and 
the role of the VSA.

5 Enhance employee experience through a culture of 
employee growth, engagement, wellness, diversity, 
and inclusion.

6 Ensure organizational sustainability.

10



Our Strategic Projects: Summary Timeline

2024-25 2025-26 2026-27

Operating System (Driver 2.0) 

Alternate Dispute Resolution

Stakeholder Awareness

Learning Management System (LMS)

Website Development Upgrade

Leadership & Employee Training

Process Improvement

Cyber Security

VSA Hub (Employee Engagement Plan)

Sales Excellence Certification Program

Individual Dealer Report Program

Accessible Organization Project

Sales & Wholesale Course Refresh

Voluntary Compliance Assessment

Dealer Portal

11

Funding Model

1 Year 2 Years 3 Years
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Strategic Projects/Initiatives

� ���������
�����
���
� ���������������
�������������
� ��������������
� ������������������
���������
� ���������������
���������

� �������������

Increase organizational efficiency, effectiveness, 
and agility through process, systems, and 
technology.1

AVERAGE DAYS TO ISSUE CONDITIONAL LICENSES &
REGISTRATION AND COMPLETE NEW LICENSING INSPECTIONS

AVERAGE DAYS TO RESOLVE
CONSUMER COMPLAINTS

55.5
58.4

61.5

Without Registrar Hearing (# of days)

212.8
224

235.8

With Registrar Hearing (# of days)

Salesperson License

13.5%

FYE
2027

FYE
2026

FYE
2025

1

2

3

4

5

6

7
7 6.7 6.3

Dealer Registration

FYE
2027

FYE
2026

FYE
2025

10

20

30

40

50

60

70

57 54 51
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FYE 2025 TARGET
FYE 2026 TARGET
FYE 2027 TARGET

FYE 2025 TARGET
FYE 2026 TARGET
FYE 2027 TARGET

New Licensing Inspections
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52 50 47
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Enhance VSA credibility with stakeholders.2

INDUSTRY CONFIDENCE
IN VSA

61%

FYE 2025
TARGET

62.2%

FYE 2026
TARGET

63.4%

FYE 2027
TARGET

CONSUMER CONFIDENCE
IN VSA

FYE 2025
TARGET

FYE 2026
TARGET

FYE 2027
TARGET

64.5% 65.7%63.2%

G
O

A
L
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Increase industry adherence to regulatory 
requirements through proactive education, 
oversight, and enforcement.

INDUSTRY ENQUIRIES FOR
BEST PRACTICE ADVICE

FYE 2025
TARGET

FYE 2026
TARGET

FYE 2027
TARGET

(Percentage of industry calling)

72.5% 74.3% 76.1%

REDUCE SUBSTANTIATED
INDUSTRY COMPLAINTS

FYE 2027FYE 2026FYE 2025

25

75

125

226
175

225
220 215

3GOAL

(Number of substantiated complaints)
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Increase consumers’ awareness of their legal rights 
and the role of the VSA.

CONSUMER SATISFACTION
WITH VSA SERVICES

66.9% 70.3%63.8%

CONSUMER CONFIDENCE
IN VSA

64.9% 66.1%63.7%

4GOAL

FYE 2025
TARGET

FYE 2026
TARGET

FYE 2027
TARGET

CONSUMER AWARENESS
OF VSA

13.5%

FYE 2025
TARGET

13.7%

FYE 2026
TARGET

13.9%

FYE 2027
TARGET
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Enhance employee experience through a culture of 
employee growth, engagement, wellness, 
diversity, and inclusion.

EMPLOYEE ENGAGEMENT
SURVEY

FYE 2025
TARGET

FYE 2026
TARGET

FYE 2027
TARGET

EMPLOYEE RETENTION
RATE

FYE 2025
TARGET

FYE 2026
TARGET

FYE 2027
TARGET

84.5% 86.6%82.5% 75.6% 77.4%73.8%

5GOAL
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Ensure organizational sustainability.6GOAL

FYE 2025

FYE 2026

FYE 2027
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FORECAST BUDGET
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Strategic Projects/Initiatives
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Revenue Forecast

2026-27

Budget 2024-25 with
Forecasts to 2026-27

Expenses

Operating Excess

Extraordinary Items

Expected

2023-24

Budget

2024-25

Forecast

2025-26
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Our Leaders

Ian Christman, President & CEO
Kenneth Affleck, Registrar
Archana Singh, Executive Vice President, Corporate Services & Risk
Sandeep Dade, Director of Finance
Anna Gershkovich, Director of Consumer Services & Industry Standards
Patrick Poyner, Director of Investigations, Licensing, Legal Services & Privacy Officer

Our Board of Directors

Mark Bakken, Chair 
Jim Nicholson, Vice-Chair 
William (Bill) Kwok, Secretary 
Liza Aboud
Li-Jeen Broshko
Diane E. Friedman
Mike Hacquard
Fred Jenner
Amy Jones
John MacDonald
Ian R. Moore
Michael Schreiner

Leaders information as at March 2024
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