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The Civil Resolution Tribunal

Motor Vehicle Accident and Personal Injury Claims
Shelley Lopez, Chair and Lauryn Kerr, Legal Counsel



Part of the justice system

1st online tribunal in 
Canada

Bringing the justice system 
to the public

What is the CRT?



CRT
Timely

• 60-90 day process  on 
average

Flexible
• Range of dispute 

resolution options

Accessible
• Online access 24/7

• Free legal info/tools

• Free interpretation
Affordable

• Staged fees

• Usually no travel or legal 
costs

• Simple fee waivers

Efficient
• Active case management

• Automated processes

• Continuous improvement

Guiding Principles



Jurisdiction

Strata (Condominium)
July 2016

Small Claims <$5K
June 2017

Non-Consensual Disclosure - Intimate 
Images, January 2024

Motor Vehicle Accidents
April 2019

Accident Benefits
May 2021



MVA Reform
Major changes:

April 1, 2019

• Cap on non-pecuniary damages

• CRT jurisdiction up to $50,000

• Limits on expert evidence

• Constitutional challenge

May 1, 2021 

• Tort ban

• Enhanced care (no fault)



Enhanced Accident Benefits

Available to an injured driver, pedestrian, or 
cyclist regardless of fault for the accident



Enhanced Accident Benefits Include
• Medical and rehabilitation benefits 

(physiotherapy, chiropractor, massage, dental 
care, counselling, assistance with daily living 
activities, accessibility renovations, medical 
equipment)

• Income replacement (including supports for 
students and minors)

• Caregiving expenses 

• Permanent impairment compensation 

• Death and funeral benefits 



How it works



Solution Explorer

• Conditional logic - interactive question and answers

• Free public legal information and tools, available 24/7

• Template letters, worksheets and other self-help tools

• Resolve or prepare for CRT process

Question QuestionInformation Self-Help Tool Summary Apply





















Application



Online 
Application



Negotiation



Negotiation
Messaging



Facilitation



• Case managers are dispute 
resolution experts who help 
people reach agreements

• Very flexible

• Mix of mediation and active 
case management

Facilitation



CRT Decision



Evidence Upload



• Experienced lawyers across BC

• Online Portal

• Written hearings

• Plain language reasons

• Enforceable in court

Decision-making



Published 
Decisions



Enforcement and Judicial Review

• Orders can be filed in court and enforced

• Decisions are subject to judicial review

• Standard of review for CRT decisions is prescribed, generally 
very deferential

• Typical remedy is to set aside the decision and remit back to the 
decision-maker 



Statistics



Budget

• $13.7M CAD in 2023/2024 (approx. 
9.3M euro)

• Staff salaries represent 73% of 
expenses

• Staff mainly work remotely

Staff

• Chair

• 5 Vice Chairs

• 9 tribunal members

• ~85 staff

Technology

• $19M CAD multi-year investment 
in technology

• Built on licensed Salesforce 
platform

• Estimated $0.85M CAD per year for 
licensing and support

Statistics at a Glance



Dispute Volumes to March 31, 2024
Small 

Claims

Motor Vehicle 

Injury

Accident 

Benefits

Solution Explorer (SE) Uses 165,772 19,626 9,138

Disputes as % of SE Explorations 19% 14% 6%

Total Disputes Received 32,071 2,781   340 

Total Disputes Closed 28,504 1,549   101

Resolved by Adjudication 5,825 (20%) 114 (8%) 18 (18%)

Default/Dismissed/Other 11,434 (40%) 82 (5%) 13 (13%) 

Resolved without Adjudication 11,245 (40%) 1,353 (87%) 70 (69%)

Outstanding Disputes Mar 31, 2024 3,567 1,232 239



Average & Median Times to Resolution

For disputes closed 

between April 1, 2022 

and March 31, 2023



86%
agree online services were 

easy or neither easy nor 
difficult to use

86%
agree CRT process was 

easy or neither easy nor 
difficult to understand

85%
agree information CRT 

provided prepared them 
for dispute resolution

60%
agree CRT handled 

dispute in timely manner

82%
would recommend the 

CRT to others

83%
say CRT treated them 

fairly

April 1, 2023 – March 31, 2024

Participant 
Satisfaction



What we’ve learned
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Centering the Public

• Let evidence guide 
development

• Invest in UX expertise
• Make legal tech look 

familiar
• Be disciplined about 

plain language
• Implement in stages 
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Don’t Pave the Cow Path

• Resist the urge to digitize the 
status quo

• Tech isn’t transformative 
without process 
transformation

• Technology development + 
business process 
transformation = magic
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What Doesn’t Work…

• Getting too attached to one 
way of doing things

• Wanting technology to do 
everything

• Guessing about user 
preferences

• Fear of failure
• Letting the perfect be the 

enemy of the good



Current challenges

• COVID-19 effects

• Hiring and retention

• Increased dispute volumes across all 
areas of jurisdiction

• Influx of motor vehicle claims after 
constitutional challenge decision

• New process for lawyers

• Delays obtaining evidence

7.8K
7.3K

5.3K5.5K

2020/
21

2021/
22

2022/
23

2023/
24



Thank you

www.civilresolutionbc.ca

Learn more at:

@CivResTribunal   | /CivilResolutionTribunal

Lauryn.Kerr@crtbc.ca  |  Shelley.Lopez@crtbc.ca

youtube.com/@civilresolutiontribunal




