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Message from the Board Chair and CEO 
Each year, we produce a Business Plan to share our strategic objecƟves, acƟons and desired outcomes 
for the next three years as required by our AdministraƟve Agreement with the BC Government. The 
Plan’s focus areas are developed through a collaboraƟve process with our employees, Leadership Team 
and Board of Directors and are informed by qualitaƟve and quanƟtaƟve data, our previous years’ work 
and the ever-changing BriƟsh Columbian marketplace. 
 
In 2026, we will concentrate our efforts in three focus areas: consumer educaƟon, business compliance 
and system enhancements. Our work in Focus Area 1, consumer educaƟon, will equip consumers with 
informaƟon about changes to consumer protecƟon laws and provide them with tools to help navigate an 
evolving marketplace. In Focus Area 2, business compliance, we will encourage voluntary compliance by 
providing informaƟon and educaƟon to businesses and by thoughƞully direcƟng regulatory resources to 
new and high-risk areas. Achieving Focus Area 3, system enhancements, will result in service delivery 
improvements to both consumer and business groups, ensuring Ɵmeliness, consistency and accessibility. 
 
Our 2026 - 2028 Business Plan was prepared under the strategic direcƟon of the Board of Directors and 
in accordance with the Business PracƟces and Consumer ProtecƟon Authority Act. The strategic and 
operaƟonal outcomes and measures presented in the Plan focus on aspects that are most criƟcal to our 
mandate and represent the highest-priority work in ensuring we remain a responsive, value-added 
regulator. It also allows for laƟtude to respond to unforeseen marketplace issues and changing prioriƟes. 
 
We look forward to continuing our work on behalf of British Columbians to effectively administer 
consumer protection legislation and add value to our interest-holder groups of consumers and licensed 
businesses. We will continue working in a consultative and supportive manner with the BC Government 
to further our mandate and in response to emerging public policy priorities. 
 
 
 
 
Bill Snell      Rob Gialloreto 
Board Chair, Consumer Protection BC   President & CEO, Consumer Protection BC 
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Corporate overview 
Who we are 
We are a team of dedicated and passionate individuals based in Victoria and Burnaby, BC, responsible 
for regulating various sectors and consumer transactions in British Columbia. 
 
Our purpose is to license and inspect regulated businesses, respond to consumer inquiries, investigate 
and take action against consumer protection law violations, classify motion pictures and provide 
information and referrals to the public. 

 
In the public interest and through the authority delegated by the Province, we administer four Acts: 

 Business Practices and Consumer Protection Act [SBC 2004] 
 Cremation, Interment and Funeral Services Act [SBC 2004] 
 Motion Picture Act [RSBC 1996] 
 Ticket Sales Act [SBC 2019] 

 
We are a cost-recovery organization where revenue is primarily generated through licensing fees. This 
ensures licensed businesses and individuals fund annual regulatory and general consumer protection 
costs, as required by legislation. 
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What we stand for 
Everyone who works here has different experiences and skills and brings varied perspectives to the 
table. Our corporate values are what bind us together and guide the delivery of our services: 
 
Curiosity: We seek out information using a fair and balanced approach. We create space for continuous 
learning and diverse perspectives. 
 
Integrity: We take ownership of and responsibility for our work. We treat others with respect and 
dignity. 
 
Impact: We empower others by providing resources and education. We strive to make a positive 
difference. 
 
Consumer Protection BC is a place where there is respect for all dimensions of diversity. These 
dimensions are intrinsic to who we are. Our employees work in an equal-opportunity workplace, where 
all individuals are supported in a safe environment that is committed to continuous learning and 
dialogue to become an ally for change. 
 
Our business activities, regulatory work and education efforts are guided by the tenets of diversity, 
equity, inclusion and accessibility. In delivering on the areas of strategic focus in this Business Plan, we 
strive to uphold these important principles. In addition, given our authority to regulate BC’s consumer 
protection laws, we acknowledge the responsibility we have to all British Columbians, and we honour 
the impact we can have to effect change within the province. 
 

What we do 
We deliver consumer protection services throughout British Columbia by: 

 Educating consumers and businesses about their rights and responsibilities; 

 Responding to inquiries and complaints from BC consumers and businesses; 

 Licensing specific businesses and individuals; 

 Inspecting licensed and regulated businesses and individuals to ensure they are following BC’s 
consumer protection laws; 

 Investigating violations of consumer protection laws, then, if warranted, resolving through 
progressive enforcement (such as issuing warning letters, licensing actions, administrative 
monetary penalties and compliance orders); 

 Classifying all motion pictures exhibited in British Columbia; 

 Approving all adult video products sold, rented or exhibited to consumers; and 

 Providing recommendations to the Province and supporting the Province’s policymaking process 
regarding enhancements to consumer protection laws. 
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Here is how we help and protect consumers: 
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Here is how we help businesses follow the law: 
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2026 - 2028 Business Plan 
The 2026 - 2028 Business Plan describes our strategic priorities for the next three years. We live the Plan 
internally with our employees and Board of Directors. We share the Plan with the Province, licensed and 
regulated sectors and the public as a roadmap of how we fulfill our purpose within a dynamic regulatory 
ecosystem and constantly changing marketplace. 
 
In developing the areas of strategic focus within this 2026 - 2028 Business Plan, we used current data 
and forecasted information to determine where our efforts will have the greatest impact. The Plan also 
summarizes our areas of principal risk, which are identified by the Board of Directors and mitigated on 
an ongoing basis to ensure risk exposure is minimized. 
 

Strategic framework 
When our overall purpose as a regulator is combined with our values and areas of strategic focus, a 
framework is established to guide our success. This strategic framework allows our Board of Directors to 
provide oversight of our strategic direction and key priorities and guides our employees in developing 
core operational deliverables to meet the needs of interest holders and maximize productivity. 
 

Alignment with the Province’s priorities 
We are accountable to the Province through an Administrative Agreement with the Ministry of Attorney 
General. The Agreement outlines how the Province wishes us to maintain and enhance consumer 
protection, be responsive to public needs and promote fairness and competitiveness in the BC economy. 
 
Alignment with the Province’s priorities is confirmed through: 

 Quarterly meetings with representatives from the Ministry of Attorney General and meetings 
with any other Ministry, where appropriate; 

 Annual Board of Directors engagement with Justice Services Branch leadership and with the 
Attorney General, where appropriate; 

 Publication of the Business Plan, which outlines our core operational deliverables and the areas 
of strategic focus for the next three years; and 

 Publication of the Annual Report, which describes how we met the Province’s expectations and 
other strategic and operational outcomes during the preceding year. 

 

Situational analysis 
We operate in a dynamic economic landscape characterized by rapid changes in business and consumer 
behaviours when marketplace conditions change. To be a responsive, data-driven and value-added 
regulator, we must continually analyze this ecosystem, including internal, marketplace and public policy 
factors. The following tools ensure effective situational scanning: 

 Consumer and business data collection and analysis; 
 Departmental, team and all-staff meetings; 
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 Quarterly strategic conversations with the Board of Directors; 
 Director of Sector Relations business meetings, engagements and data collection; 
 Media and social channel monitoring and public domain research; 
 Information-sharing agreements (such as with the Competition Bureau and the Canadian Radio-

television and Telecommunications Commission); and 
 Meetings with other Authorities (such as the Vehicle Sales Authority of British Columbia, 

Technical Safety BC and the Land Title and Survey Authority of British Columbia). 
 
Macro landscape 
The macro landscape includes broad external factors that influence all businesses, regardless of 
industry. The current macro landscape still reflects post-pandemic factors and is characterised by an 
uncertain global economy. Consumers are experiencing unprecedented affordability challenges, 
especially for housing and essential goods. Rising prices coupled with stagnant wages are straining 
household budgets, resulting in financial stress and concerns about meeting basic needs. Additionally, 
an unstable global geo-political landscape is heightening demand on domestic trade and making 
international travel planning unpredictable and volatile. 
 

 Key opportunities: 
o Focus consumer education on transaction risks and available support options; 
o Address consumer vulnerabilities to deceptive or unfair practices by using existing 

regulatory tools; and 
o Support provincial efforts to reduce trade barriers, simplify processes and promote 

labour mobility. 
 

 Key risks: 
o Rising household debt and uncertain economic conditions may push consumers toward 

costly financing and risky online vendors; 
o Internet-based transactions can raise challenges with disclosure, cancellations and 

credit/voucher refunds; and 
o Rapid supplier technology advancements are outpacing consumers’ understanding of 

their rights and responsibilities. 
 
Micro landscape 
The micro landscape refers to forces directly affecting an organization’s industry or market. The current 
micro landscape sees the Province prioritizing the modernization of consumer protection laws to 
address gaps in relevance and to reduce consumer risk in the marketplace. While the volume of licensed 
businesses remains stable, many sectors are experiencing gradual business model shifts, largely driven 
by technological advancements. Additionally, the growing retirement of baby boomers and recent 
federal immigration priorities are increasing pressures on health and deathcare service providers. 
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 Key opportunities: 
o Identify market risks and support policies that curb harmful practices or enable 

effective regulatory action; 
o Address challenges associated with online sales for essential consumer products; and 
o Provide tools to help businesses meet legal obligations, encouraging compliance and 

reducing consumer harm. 
 

 Key risks: 
o Demand for regulatory action often exceeds resources or mandate; 
o Legal frameworks may be outdated and hinder business compliance; and 
o Consumer reliance on error-prone digital tools creates added challenges. 

 
Internal landscape 
The internal environment is made up of elements within the organization. The current internal 
landscape is supported by a strong operational foundation grounded in robust policies, a dedicated 
workforce and a well-established culture of collaboration and accountability. Our team consistently 
demonstrates high levels of engagement, professionalism and alignment with our organizational values 
– contributing to effective service delivery and agile decision-making. While our policy framework and 
human capital remain strong assets, the systems and tools that underpin our work must continue to 
evolve to enhance efficiency, drive innovation and strengthen organizational resilience. 
 

 Key opportunities: 
o Upgrade digital platforms to boost reliability, productivity and user experiences; 
o Digital innovation to drive efficiency, compliance and consumer awareness; and 
o Build capacity in key functions that support our work in a fast-changing marketplace. 

 
 Key risks: 

o Aging digital platforms are lowering business and consumer satisfaction; 
o Inflexible systems limit responsiveness and service efficiency; and 
o Bold action on specific marketplace issues strains resources. 

 

Areas of strategic focus 
Each area of strategic focus for 2026 through 2028 has an objective tied to a clear rationale. While our 
confirmed strategic actions are outlined in this Plan, additional actions will be developed as we address 
marketplace priorities during the planning cycle. Each focus area also outlines desired outcomes, and 
strategic achievements will be reported in the Annual Report. 

  






















