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COMMENTARY                                                         ICBC 

 

ICBC PLANS MAJOR INCREASE IN BACK OFFICE AND PUBLIC AFFAIRS 

STAFFING 

 

ICBC’s two-year budget request includes a major increase in full time equivalent (FTE) 

administrative and public affairs. In its rate submission to the BC Utilities Commission 

(BCUC) for the period from 1 May 2021 to 31 March 2023, ICBC provided some 

information on the growth in the total FTEs. An increase in average FTEs of 319 (up 6%) 

from 2020/21 to 2022/23, masks major increases in public relations (public affairs), 

information technology (information services) and corporate affairs.  

The introduction of the no-fault/enhanced care model for managing injury claims will 

result in a major reduction in claims costs. Most of the savings results from not paying 

for non-pecuniary (pain and suffering) claims, and the costs related to litigation of 

thousands of injury claims. ICBC is requesting a 15% reduction in the average Basic 

premium starting 1 May 2021 to reflect the lower cost forecast. Yet despite the lower 

claims forecast ICBC is budgeting for a significant increase in back office FTEs. 

 

Back Office Staffing Shows Major Growth 

Table 1 shows the FTEs by division for the forecast for 2020/21 and the budget forecast 

for the next two years. Most of the FTEs (58% in 2020/21) are devoted to processing 

injury and property damage claims, while approximately 12% issue and renew driver 

licenses. 

Over the next two years the claims division will experience a modest growth of 3.9%, 

while driver licensing will see a 9.3% reduction. 

 

                                               TABLE 1 –AVERAGE FTE by DIVISION   

   F2020/21  B2021/22  B2022/23     2 Year  % Change 

 Claims      3,132      3,419      3,255        123       3.9 
 Driver License*         645         566         585        (60)      (9.3) 
 Public Affairs*         102         184         178          76      74.5 
 Insurance         467         467         487          20        4.3 
 Information Tech.         527         600         643         116      22.0 
 Corporate Affairs         213         232         235          22       10.3 
 Finance         250         269         272          22         8.8 
 Executive            13            13           13          --         -- 
 TOTAL      5,349      5,750      5,668         319         6.0 

   Source: BCUC, ICBC F2021 RRA, IR 1, BCUC 55.2 (Pdf 371/433), and IR 1, RM 4.7 (Pdf 664/720). 
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Note: ICBC combined Drivers Licensing and Public Affairs for the annal average; I separated the 
functions using the fiscal years information provided in IR1, RM 4.7. 

 

Conversely, the budget calls for a massive growth in the number of FTEs devoted to 

media and public affairs (up almost 75%), and a 10 percent increase in “Corporate 

Affairs.” Clearly, the staffing priority for the next two years is for greater back office 

staffing, and especially for media and public relations. 

 

Claims Processing 

ICBC is in the midst of a fundamental change in claims processing. The introduction of 

the no-fault/enhanced care injury model will require ICBC claims staff to manage injury 

claims from the tort and hybrid tort models, which were in place to 31 March 2019 for 

the former and 30 June 2021 for the latter. In addition, practically all new injury claims 

will be under the no-fault model, which focuses on restoring the injured party to health 

rather than seeking to settle a financial claim. 

The small increase from 2020/21 to 2022/23 reflects some growth in claims staff, partly 

offset by a decline in the number of staff devoted to legal services and litigation.1 

 

Driver Licensing 

ICBC administers the driver licensing function, but while the cost is assigned to Basic 

policyholders all the associated fee revenue is returned to the provincial government. 

ICBC says that the 2020/21 forecast includes a temporary increase supporting new 

services, including a call centre, and to address a backlog in processing road tests after 

these activities were temporarily suspended due to the COVID-19 pandemic.2 

 

Support FTEs 

In its submission to the BCUC, ICBC did not provide a detailed justification for the 

significant growth in staffing in corporate affairs, public affairs, information technology 

and the finance departments. 

A significant number of staff were temporarily assigned to implement the new no-

fault/enhanced care project in 2020/21. ICBC notes that these positions were excluded 

 
1 See BCUC, ICBC PY2021 RRA, IR 1 RM 4.6 (Pdf 663/720). 

https://www.bcuc.com/Documents/Proceedings/2021/DOC_62143_B-6-ICBC-Responses-to-Intervener-IRs-

No1.pdf  
2 See BCUC, ICBC PY 2021 RRA, IR 1 RM 4.7 (Pdf 664/720). 

https://www.bcuc.com/Documents/Proceedings/2021/DOC_62143_B-6-ICBC-Responses-to-Intervener-IRs-

No1.pdf  

https://www.bcuc.com/Documents/Proceedings/2021/DOC_62143_B-6-ICBC-Responses-to-Intervener-IRs-No1.pdf
https://www.bcuc.com/Documents/Proceedings/2021/DOC_62143_B-6-ICBC-Responses-to-Intervener-IRs-No1.pdf
https://www.bcuc.com/Documents/Proceedings/2021/DOC_62143_B-6-ICBC-Responses-to-Intervener-IRs-No1.pdf
https://www.bcuc.com/Documents/Proceedings/2021/DOC_62143_B-6-ICBC-Responses-to-Intervener-IRs-No1.pdf
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from the total count as they were funded (by government direction) from Optional 

program funding (although why this would result in exclusion from the total was not 

explained). 

ICBC also states that the budget reflects the hiring of additional information technology 

staff to “manage and maintain systems solutions and address other priorities that were 

postponed while ICBC was focused on Enhanced Care and delivering on key business 

strategies.”3 What these priorities are, and what the effects of the postponement were, 

was not explained. 

 

The government exempted ICBC from filing a 2020/21 rate request with the BCUC. The 

government also required ICBC to review the current extraordinary 23-month “policy 

year” request, which avoids the need for ICBC to file a request for the 2022/23 fiscal 

year. 

One could conclude that ICBC is taking advantage the opportunity presented by the one-

time rate reduction to significantly increase the number of overhead FTEs. This would 

be similar to the decision by the government to direct some of the claims cost savings 

resulting form the adoption of the no-fault/enhanced care model to rebuilding the Basic 

capital reserve.4 

The BCUC review of the Basic rate request, which began with the ICBC filing in Mid-

December 2020, continues. 

 

 

©Richard McCandless  June 6, 2021.          https://www.bcpolicyperspectives.com/  

 

The writer is a retired senior BC government public servant whose paper describing the BC government’s 

manipulation of the finances of BC Hydro from 2008 to 2014 was published by BC Studies in November 

2016. BC Studies published his paper on the 40-year financial history of ICBC in 2013. He is an 

intervener in the BC Utilities Commission’s recent reviews of ICBC’s and B.C. Hydro’s rate requests. 
 

 

 
3 BCUC, ICBC PY2021 RRA, Chapter 6, p. 6-15 (pdf 562/849). 

https://www.bcuc.com/Documents/Proceedings/2020/DOC_60191_B-1-ICBC-2021-Revenue-Requirements-

Application.pdf  
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https://www.bcpolicyperspectives.com/media/attachments/view/doc/commentary_icbc_s_capital_build_28_april_20

21/pdf/commentary_icbc_s_capital_build_28_april_2021.pdf  

https://www.bcpolicyperspectives.com/
https://www.bcuc.com/Documents/Proceedings/2020/DOC_60191_B-1-ICBC-2021-Revenue-Requirements-Application.pdf
https://www.bcuc.com/Documents/Proceedings/2020/DOC_60191_B-1-ICBC-2021-Revenue-Requirements-Application.pdf
https://www.bcpolicyperspectives.com/media/attachments/view/doc/commentary_icbc_s_capital_build_28_april_2021/pdf/commentary_icbc_s_capital_build_28_april_2021.pdf
https://www.bcpolicyperspectives.com/media/attachments/view/doc/commentary_icbc_s_capital_build_28_april_2021/pdf/commentary_icbc_s_capital_build_28_april_2021.pdf

