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Our mission is to ensure the safety
and well-being of our Members and
Associates. In the face of a pandemic,
our purpose took on more meaning
and agency in 2020.

2

Contents
4

 essage from the President and CEO
M
and Board Chair

5

Annual Report

6

Insurance

8	Membership and
Emergency Roadside Service
10

Travel and Retail

11

Advocacy

13	Environment, Social and
Corporate Governance
18

Awards Snapshot

19

Corporate Governance

3

2020 Message from
the President and CEO
and Board Chair
We want to start by thanking all our Members,
customers and Associates for your continued support
of CAA Club Group throughout the last year. Our mission
is to ensure the safety and well-being of our Members
and Associates. In the face of a pandemic threatening
the health and safety of everyone, our purpose took
on more meaning and agency in 2020.
With so many Canadians facing financial uncertainty from
the economic impact of the pandemic, CAA Insurance
took the industry-leading step of giving back more than
$100 million in relief benefits to policyholders throughout
the year. When the Financial Services Regulatory Authority
of Ontario examined the rate relief measures by Ontario
auto insurance companies during the pandemic, they
identified CAA Insurance as the top insurer providing the
highest percentage of rate relief to policyholders.
Our roadside operations had to make significant
changes in how we deliver service to minimize contact
and ensure Members’ and tow operators’ safety. In
addition, we offered our resources to support various
community initiatives, including:
• Free roadside service to front-line health care workers
and first responders
• Utilizing our towing network in partnership with
local charities to deliver essential groceries and
medical supplies

Jay Woo

Ethel Taylor

President and CEO
CAA Club Group

Chair of the Board
CAA Club Group

Ensuring the safety of our Members starts with the safety
and well-being of our Associates. We are committed to
taking care of our Associates by providing job security and
a safe and productive workforce. We launched several
programs to provide tools and resources to help manage
our Associates’ physical and mental well-being, such as
AbilitiCBT– an online cognitive behavioural therapy program
allowing Associates to connect from any mobile device.
We also redeployed many of our Travel and Retail
Associates into our Insurance company to support the
increased demand for insurance while providing them
with new opportunities to learn and grow in their careers.
There is no denying that 2020 has been a challenging
year for all of us. Our thoughts go out to all those who
this pandemic has adversely impacted. Through these
measures, we hope to lessen some of the burden brought
on by the pandemic for our Members and Associates while
making a positive impact in the communities we operate.
As we emerge from the pandemic, we will continue to be
there for you, to make those bad days good and the
good days even better.
Thank you for your continued support of CAA Club
Group. Stay safe and be healthy.

• Reaching out to almost 75,000 Members
aged 65 years and older by phone, to inquire
about their well-being and provide information
on community outreach programs
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2020 Annual Report

For more than 115 years,
we have been innovative
leaders, committed to meeting
and exceeding the needs of
Canada’s motorists
and travellers.

CAA Club Group of companies (CCG) is comprised of two automobile
clubs—CAA South Central Ontario and CAA Manitoba—providing
Roadside Assistance, travel, insurance service and Member savings
for our 2.4 million Members.
CCG also includes CAA Insurance Company, a national property and
casualty insurance company, Orion Travel Insurance Company, a
nation-wide trusted travel insurer, and Echelon Insurance, a leading
specialty insurer. CAA Insurance and Orion Travel Insurance products
are distributed through CAA Clubs and select brokerages, and Echelon
Insurance products are distributed through an extensive network of
more than 700 brokers across the country.
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For more than 40 years,
CAA Club Group has provided

2020 Insurance

comprehensive care, dependable
coverage, competitive rates
and responsive claims services
through CAA Insurance, Orion

Finding new ways
to keep Members safe.
Despite the COVID-19 pandemic resulting in people
using their vehicles and driving significantly less,
we continued delivering on our mission to help
Canadian families stay safe, mobile, and protected,
while providing coverage options to the small and
mid-sized businesses that serve our communities.   

CAA Insurance
To help support our policyholders during
challenging times, CAA Insurance provided
more than $100 million in relief over the course
of the year by giving policyholders:
• 10 percent reduction for existing auto and home
policies for a 12-month term
• $100 Auto Insurance Relief Benefit for all active
Ontario auto policies in May
• $50 relief cheque for all active Ontario auto
policyholders in October
The Financial Services Regulatory Authority of
Ontario (FSRA) issued a report in October 2020 that
examined rate relief measures by Ontario insurance
companies during the pandemic. CAA Insurance
was recognized as the top insurer, providing the
highest percentage of rate relief to its policyholders.

CAA Club Group: Report to Members 2020 | Insurance

and now Echelon Insurance.

CAA Insurance’s broker distribution model continues
to exceed expectations, adding additional broker
partners to bring insurance protection to more
Canadians and CAA Members. CAA Insurance
finished the year with 33 new broker relationships
and a total of 308 broker offices: Ontario (230),
Atlantic (59) and Manitoba (19).

CAA MyPace™
CAA launched Canada’s first and only pay-asyou-go auto insurance payment program in 2018,
allowing customers to pay only for the kilometres
they drive. CAA MyPace™ was the perfect solution
for consumers looking for greater choice and control
of their auto insurance costs. The number of CAA
MyPace™ policies between April and December
increased by almost 300 percent compared with the
same period in 2019. In 2020, CAA MyPace also
successfully expanded its footprint into the Atlantic
Region. On average, CAA MyPace policyholders
save 50 percent on their auto insurance costs
compared with a traditional policy.
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2020 Insurance
Echelon
Since joining CCG in 2019, Echelon has made
tremendous progress bringing Specialty insurance
solutions to more families, individuals, and
businesses across Canada. In 2020, Echelon
introduced relief measures to support personal and
commercial automobile customers who were staying
home and driving less. Customers who reduced their
mileage were eligible for premium reductions of up
to 15 percent, while those refraining from using their
vehicles entirely during the pandemic qualified for
reductions of up to 80 percent. In addition, Echelon
gave customers who may be experiencing
financial hardship:
• Flexible payment options and missed payment
fee waivers
• Extended coverage for using their vehicles to make
volunteer deliveries
• The ability to maintain coverage by working closely
with brokers
• Frozen premium rates to help mitigate
additional expenses
Echelon also introduced two new flexible,
competitive and comprehensive commercial
insurance options for struggling small and mid-sized
hospitality businesses, as well as a CAA-exclusive
tow truck insurance program to protect the drivers
who keep CAA Members safe.

CAA Club Group: Report to Members 2020 | Insurance

Orion
Shortly after Global Affairs Canada issued its
Level 3 travel advisory in March, Orion introduced
its in-province Virtual Emergency Medical Assistance
service, providing Members easier access to
emergency medical assistance while on the road
within their home province. Entering into a Claims
Service Agreement with the British Columbia
Automobile Association (BCAA), Orion continues
to diversify its portfolio with travel insurance for
employee benefits and exclusive opportunities,
including offering travel insurance to CAA
Homeowner policies in Ontario.
Even during an unprecedented year, our
commitment to being ethical, accountable,
and honest with our Members and customers
helped us continue building our legacy of providing
exceptional Member experiences and delivering
beyond expectations.
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2020
Membership
and Emergency
Roadside Service

What is so significant
about 2020 is the passion,
creativity and partnership that
underpinned all the work taken
to continue enhancing Emergency
Roadside Service Operations and
better protect our Members in
meaningful ways during their
time of need.

Free Emergency Roadside Assistance.
We provided free emergency roadside assistance
for healthcare workers and first responders directly
fighting the pandemic. Regardless of whether
they were a Member or non-Member, 3,893 first
responders and healthcare workers were safely
rescued by CCG Associates and network drivers so
they could continue fighting for all of us. Members
were extremely supportive of this initiative, and the
feedback was nothing short of amazing.

With fewer motorists on the road
or calling in for help, we took
advantage of the lower-rescue
volume period to switch gears
and find ways to continue serving
our Members. As care-driven
leaders, we explored opportunities
to help ease the burden of the

Free Deliveries.

pandemic on our Members and the

With many of our network drivers underutilized
due to reduced rescue volume, we created a
Community Services Response Fleet and partnered
with local charitable organizations in Ontario and
Manitoba to help make 4,781 essential deliveries.
This includes grocery and prescription medication
deliveries to community members who are unable
to leave the house themselves. We also partnered
with an organization called Mobilizing Masks for
Health Care Providers to help collect and distribute
masks and other Personal Protective Equipment
(PPE) to COVID-19 hospitals. CCG Associates and
network drivers coordinated seamless door-to-door,
contactless pickup and delivery without increasing
the risk to the community.

community at large.

Operation Outreach.
We launched Operation Outreach, ensuring our
Members 65 years and older were safe and had
access to basic necessities. Out of 74,469 automated
calls, our live CAA agents connected with more
than 4,000 Members, conducting health checks
and providing information on community outreach
programs and local food banks.

CAA Club Group: Report to Members 2020 | Membership and ERS

8

2020
Membership
and Emergency
Roadside Service
Emergency Roadside Service.
Gen 2.0 continues to play a key role
in reducing our response time and creating
best-in-class emergency roadside service. In
total, our ERS team completed over 1.2 million
rescues in a 24-minute annual average time of
arrival (ATA), earning us a Net Promoter Score
of 84 across CCG.  
With more cars sitting idle, about 30 percent of
our rescues were battery-related, with almost
60,000 battery replacements to Member
vehicles. To help mitigate these issues, our
public relations and advocacy teams focused on
relaying tips on how to maintain car batteries
and vehiclesas Members stayed at home.

With more of our Members working from home
than ever before, we created new products and
services tailored to them being at home, including
the Seasonal Tire Change Mobile Service, helping
Members get their tires changed safely and
have their vehicles winter road-ready from the
convenience of their driveway safely at home. Our
Tire Industry Association Certified Technicians went
to the residences of approximately 1,000 Ontario
and 300 Manitoba Members to perform the service.
Focusing on our Members has never been more
important to us—it’s what we do and who we are.
Whatever the distance, we continue to drive our
decisions based on the people we serve as we
uphold our promise to making bad days good and
good days better.
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2020 Travel
and Retail

The Member experience is
at the heart of everything we do.
Despite a year full of Covid-19related challenges, we continued
providing exceptional Member
experiences and delivering

When the government told Canadians it was time to
come home, our top priority was to help Members
abroad return safely. Handling high call-volumes
from concerned travellers, our Associates quickly
shifted gears, manoeuvring through updated policies
and procedures to support our Members with
cancellations, re-bookings and urgent requests.
Our Associates proactively supported over 7,000
bookings and 10,000 Members and customers to help
them navigate Orion travel insurance coverage and
rearrange their travel plans to safely bring them back
home from their foreign destinations.

beyond expectations.

To enable a safe interaction with our Members and
customers for the reopening of our retail stores
after the government shut down the country, we
reconfigured, redesigned and installed extra signage.
Additional channels were created to help customers
get their products, including curbside pickup, shipto-store and ship-to-home options. To meet the
changing needs of our Members, we shifted strategies
by offering different types of products, including more
locally sourced merchandise. We also launched the
HERO pilot project in Manitoba to help Members
get product-related questions answered and check
merchandise availability via video, text and
instant message.
While 2020 was a year for our Members to
stay home and stay safe, our travel and retail
Associates were there to support our changing
Member needs throughout the year and will be
there when it’s safe for our Members to
explore the world again.

CAA Club Group: Report to Members 2020 | Travel and Retail
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2020 Advocacy
In 2020, our Government Relations team played an
integral role in many of the organizational COVID-19
efforts. Our focus shifted drastically to respond to
our very clear pandemic mandates:
•	Successful in getting tow truck operations
declared an essential service in Ontario
•	Supported our CAA National team in addressing
travel customer impacts due to travel restrictions,
repatriation of our Members and financial impacts
of cancelled trips
•	Worked to ensure current and upcoming business
opportunities and communications were inclusive
and reflected current government efforts

Provincial Towing Regulation.
Focused on our goals of greater consumer
protection and advancement of the tow industry,
we continued advocating for provincial regulatory
oversight of the Ontario towing industry. With the
government’s announcement on June 29 to tackle
reforms, we launched an Ontario-wide CAA website,
MoreSafeTows.ca, generating over 2,000 emails
to local Members of Provincial Parliament (MPPs),
and the Premier, showing support for reforms.
Additionally, we hosted over 400 participants in our
first virtual Towing Town Hall, where an expert panel
addressed questions about the towing industry and
CAA shared its proposed reforms for Ontario.
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Stunt /Aggressive Driving.
Reduced traffic on roads saw some motorists
taking to the streets speeding, driving aggressively
and performing dangerous acts. Also known as stunt
driving, incidents became a more prevalent road
safety issue in 2020. In Manitoba, we launched a
grassroots advocacy campaign encouraging CAA
Members to join our efforts in making changes to
penalties for excessive speeding and dangerous
driving behaviours. Like-minded organizations such
as Manitoba Public Insurance (MPI), the RCMP and
the Winnipeg Police have all called on drivers to slow
down. CAA launched a petition recommending that
the provincial government bring in approaches that
have had success in other jurisdictions, including
immediate roadside penalties and higher monetary
fines. In Ontario, we supported Member education and
awareness outreach and introduced Slow Down Please
lawn signs distributed through our retail locations.
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2020 Advocacy
School Safety Patrol.
The 90th anniversary of the CAA School Safety
Patrol ® (SSP) and achievements were celebrated
at an end-of-the-school-year virtual jam held on
June 17 across Ontario and Manitoba. This online
event brought patrollers, program supervisors and
partners to celebrate the program’s achievements
throughout the academic year.
On September 10, CAA was recognized for
facilitating this jam and received the prestigious
Gold Stevie Award for international marketing in
the category of Communications/PR campaign of
the Year – Events and Observances. Now in it’s
17th year, the Stevie Awards is the world’s premier
international business awards program. They
received over 3,800 nominations from 63 nations
and territories in 2020.

Road Safety.
As more people shifted to being at home as a result
of the pandemic, more people took to walking
and cycling to get out and about. We conducted
a COVID mobility survey which indicated that
fewer Ontarians are willing to be at their workplace
moving forward, which will affect future commuting.
Additionally, there was a significant decrease in those
taking public transit and a significant increase in
respondents walking. CAA continued to advocate
and promote cycling and pedestrian safety.
As these changes become habits, we will evolve
our road safety work to meet the new realities in
our Members’ communities.
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Insurance.
As driving habits changed, CAA Insurance
immediately recognized the need to provide
consumer relief. We supported the CAA Insurance
team by working with the regulators to create
the acceptable processes to provide that relief.
The Ontario government, extensively focused on
insurance relief, recognized CAA Insurance’s efforts
to benefit consumers.
Similarly, support was provided to the Orion Travel
Insurance team as they addressed the effects of
the pandemic at both the provincial and federal
levels. Through engagement with colleagues at CAA
National and participation with industry associations,
along with publicly reinforcing CAA’s position to
adhere to federal travel restrictions, Orion Travel
Insurance was well-positioned over the course of the
year to both support and educate its customers and
the public at large.
By staying true to our roots and by sharing
information, expertise and education, our priority is
on keeping Members and the public informed and
engaged about matters that impact them.
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As Canada’s largest CAA Club, we
have always strived to be a leader
in social responsibility. This past
year it was important to continue
contributing to various community
initiatives and programs to help
them continue their essential work.
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2020
Environment,
Social and
Corporate
Governance

Environment.
We strive for a more sustainable business model
by constantly challenging ourselves to reduce our
environmental footprint. Our commitment is to
provide options and products that are eco-friendly
and services that are convenient and accessible.

Bike Share Wednesdays.
Facilities and Corporate Services.
Our Facilities & Corporate Services’ primary focus
was to continue reducing waste and energy
consumption to benefit the overall health of the
planet and its people. We have introduced a new
environmentally friendly cleaning company that
utilizes Tersano, a cleaning system that exceeds
Green Seal Standards with non-toxic cleaning
solutions and supplies. In addition, we expanded
our compostable waste program by replacing food
packaging in our cafeteria with compostable dining
and takeout ware. We continue to replace existing
HVAC and power backup equipment with newer,
more energy efficient models.

In July 2020, Bike Share Toronto and CAA SCO
announced a multi-year partnership agreement
to make CAA SCO an Official Partner of Bike
Share Toronto. The agreement includes CAA
SCO’s commitment to continue its official
sponsorship of Free Ride Wednesdays. The
partnership also provides CAA Members and
CAA On the Move® Members with special offers
on bike share membership and rides through its
CAA Rewards® Program:
• CAA Members received four free rides when
they purchase 10 rides
• Starting August 1, CAA On the Move Members
received exclusive access to limited time offers
such as 25 percent off an annual BST membership
plus they received five free rides for friends
and family

CAA Club Group: Report to Members 2020 | Environment, Social and Corporate Governance

14

2020
Environment,
Social and
Corporate
Governance
Social.
CAA Club Group recognizes that we are part of
a greater community, and as such, we aim to
give back and cultivate strong relationships in
the communities in which we live and work. Our
Associates thrive in a workplace that is respectful,
safe, and engaging.

$15,000 was donated to the Canada Strong Fund,
supporting the families of the Ukraine International
Airlines Flight 752 tragedy. Our decision to support
the fund was to recognize the large communities
impacted by this event, including some of our own
Associates and Members (two of whom were on
the plane).

Giving Back.

In 2020, the issue of anti-black racism in North
America was raised to a critical level. As an
organization, CAA discussed how they could help
make an impact on this important issue. As a result,
CAA and Echelon Insurance donated $25,000
and $10,000 respectfully to Black Youth Helpline,
an organization founded in Manitoba in 1992 that
has since grown to have a national presence. This
community-based charity promotes access to
culturally appropriate supports for youth, families,
schools and other youth-serving institutions.
Donation-matching and volunteer opportunities
were provided to CAA and Echelon Associates,
looking for ways to help.

Over $225,000 was donated to charities through our
corporate charity programming.
We have continued our support of Hope Air®
through a donation of $180,000. Hope Air is a
charitable organization that provides flights and
accommodations for Canadian families who need
to travel long distances for vital medical care. They
have helped thousands of Canadians, those who
live in remote locations or are unable to afford the
high cost of travel, access to life-saving medical
treatments and appointments that they would
have had to either cancel or postpone. During the
pandemic, they saw a greater need for their services
as appointments were rebooked and job losses
made travel even less affordable than ever.

CAA Manitoba launched its corporate charity
programming to Associates.
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2020
Environment,
Social and
Corporate
Governance
Jay Woo and CAA Scholarship.
In December of 2020, the CCG Board of Directors
announced the establishment of the Jay Woo and
CAA Scholarship at Carleton University in recognition
of the numerous contributions made by Jay Woo,
President and CEO of CCG, who is also an alumnus
of Carleton University. This scholarship will help
secure the future for aspiring leaders so they too can
make a lasting impact in the fields they pursue.
Jay has worked tirelessly to build and strengthen
CCG’s ability to care for its Members and
Associates. Beyond Jay’s leadership capabilities,
he has invested his personal time and leveraged
his technical expertise to push the boundaries of
technology and innovation. Case in point is the
introduction of Geo-Temporal Gen 2, the predictive
analytics system that has revolutionized the way in

which we deliver emergency roadside services to
rescue Members. Jay invested over 4,700 hours
of his personal time, over the past three years,
to develop the system and bring it to life. Without
any compensation or expectation of recognition of
any kind, Jay gifted the system to CCG so that we
can share the technology with other CAA and AAA
clubs in North America so they too can strengthen
their ability to rescue stranded motorists.
The Prestige Scholarship will be one of Carleton
University’s highest academic awards and is
available to new students entering Carleton
University from secondary school who demonstrate
academic excellence and community service. For
more information about Carleton University and how
to apply for the scholarship, visit carleton.ca.
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2020
Environment,
Social and
Corporate
Governance
Associate Wellness.
We are strong supporters of helping our Associates
live healthy, balanced lives at work and at home.
In a year where our Associates’ homes also became
their work offices, we had to rethink our wellness
program offerings, promoting a robust lineup of
resources, programs and activities, with a focus
on mental health, including:
Maple telemedicine:
Giving Associates 24/7 access to Canadianlicensed doctors from their mobile device,
the virtual telemedicine program completed
1,259 consultations with an average wait time
of three minutes and an Associate satisfaction
rating of 4.8/5.
PocketPills:
We partnered with Canada’s leading virtual
pharmacy provider, PocketPills, and added them as
our newest enhancement to our wellness program.
PocketPills enables Associates and their loved
ones to manage their prescriptions, vitamins, and
pharmaceutical supplies and have them delivered
directly to their doorsteps without having to leave the
comfort of their home. In addition, PocketPills makes
it easy for Associates to connect with a pharmacist
7-days a week and offers special drug pricing for our
group benefits plan.

AbilitiCBT:
To help ease anxiety caused by the pandemic,
we introduced this internet-based cognitive behavioural
therapy (iCBT) program allowing Associates to connect
with a professional therapist from any mobile device.
Ninety-three percent of Associate indicated they would
recommend this program to others.
COVID-19 Resource Centre:
To provide accessible wellness resources during the
pandemic, we set up a COVID-19 Resource Centre
of Associates on our intranet. The page offers helpful
resources on topics, including tips on how to make the
most of life at home, workbooks on managing anxiety,
back to school resources and important information
and updates on COVID-19.
Mental Health Awareness Month:
In May, we paid special attention to mental health
by offering self-care classes to teach Associates
techniques and exercises to reduce stress, daily stretch
and meditation sessions and posting additional self-care
tips on myCCG and the Sprout Wellness App.
The pandemic has highlighted that it’s more important
than ever to ensure our Associates and our communities
remain healthy and strong. This is why our commitment
to upholding ourselves to the highest ethical standards
is at the core of everything we do.
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2020 Awards Snapshot

Greater Toronto Area (GTA)
Top 100 Employers Award

Best Wellness & Psychological
Safety Program Award

Canada's Most Trusted Brand

Most Valuable Corporate
Response Award

Top Insurance
Workplaces

Employee Recommended
Workplace Awards:
Not-For-Profit Category

Most Exemplary Employer Award
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2020 Corporate
Governance
The Board and the Management Team of the CAA
Club Group (CCG) is committed to a high standard
of corporate governance. The mandate of the Board
of Directors is the governance of the organization on
behalf of its Members to ensure continued financial
viability, a commitment to CCG’s constitution and
the fulfillment of CCG’s Mission/Vision. Through its
committees, and as a whole, the Board acts as a
cohesive team with shared responsibilities that are
clearly defined and understood by all Directors.
The Board also periodically assesses its own
effectiveness, board committees’ performance,
and individual directors’ contribution.

Marrianne Bridge

Brian Chu

Reta Coburn

Jean Desgagné

Rehana Doobay

Bill Furlong

Paul Jacuzzi

Sheila Kingston

Janet Lafortune

Heather Reichert

Brenda Rideout

Anthony Salerno

For more information about the Board of Directors,
including biographies on each member, please visit
caasco.com/About-Us/Corporate-Information.

Ethel J. Taylor
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