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Mac Campbell  
Director, Business 
Transformation 

With 16 years of experience as an IM/IT professional, in both private and public sector 
organizations, an undergraduate degree in Information Technology Management and numerous 
project management designations including Project Management Professional and Certified 
Scrum Product Owner, Mac Campbell has been leading the technology components of the Tribunal 
Transformation Initiative since 2012.   
  

Shannon Salter  
Chair of the Civil Resolution 
Tribunal  

Shannon Salter is the Chair of the Civil Resolution Tribunal, and an adjunct professor at the UBC 
Allard School of law, teaching administrative law and legal ethics.  She earned her BA (2001) and 
LLB (2005) from the University of British Columbia, and her LLM from the University of Toronto 
(2011).  Ms. Salter was a judicial law clerk with the British Columbia Supreme Court, practiced 
litigation at a large Vancouver law firm for several years, and has served as a vice chair of the 
Workers’ Compensation Appeal Tribunal. 

Darin Thompson  
Legal (Innovation) Counsel 

Darin Thompson is Canada’s foremost Online Dispute Resolution expert and has extensive 
experience in driving justice transformation initiatives involving the courts and tribunals. He 
currently oversees the team’s knowledge engineering work, coordinating a team of lawyers, policy 
experts, plain language writers in developing legal content for the Solution Explorer. 

James Anderson  
PwC Program Manager 

James Anderson is a digital transformation specialist and has experience as a project and program 
manager on a number of large public sector technology transformation programs in BC and 
Australia.  James also has significant agile product development experience and will lend his 
expertise to program alignment, commercialization, and DRS expansion to other 
jurisdictions/geographies. 



Problem Domain & Context  
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https://representingyourselfcanada.com/ 
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Strategic Outcomes 

Tribunal Transformation will make access to justice easier, faster and more affordable for all British Columbians by 
enabling user friendly, multi-channel access to administrative justice in a way that enhances access, efficiency, 
effectiveness and fairness. 

Desired Strategic Outcomes 

 Increase the prevention and early, speedy resolution of disputes 

 Increase user satisfaction with the service experience 

 Maximize value for money for taxpayers and users 

 Increase the capacity of the justice sector to support public safety, justice and environment protection 
objectives. 

Technology-enabled innovation through shared tools 

The Tribunal Transformation Initiative is developing technology and business capabilities 
specifically designed to benefit multiple Tribunals 
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Shannon Salter, Chair  



What is the CRT? 

Part of the justice 
system 

1st online tribunal in 
Canada 

Bringing the justice 
system to the public 
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Strata Jurisdiction 

CRT  can decide strata property disputes such as:  
 

• fees and fines 
• unfair actions by the strata council or majority of owners 
• interpreting and enforcing: 

• strata bylaws 
• legislation 
• regulations 

• problems with AGMs 
• issues with repairs or common property 
 

CRT can order a strata corporation, owner or tenant to: 
• Do or stop doing something 
• Pay money 

 

CRT can’t decide matters that affect land interest 
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What is Early Intake for Strata? 

Benefits Limits 

Can limit ability 
to go to court 

Not everything 
online 

May have to 
wait a while 

Help co-design 
CRT 

First steps to 
resolve dispute 

Can ‘pause’ 
limitation period 



 

 

11 

Why the CRT? 

Access 

• Rural parties 

• Complexity 

• Limited support 

 
 

Time 

• ~ 7-11 months (small 
claims) 

• Delays & backlogs 

Cost 

• Travel  

• Legal fees 

• Court costs (strata) 

Proportion 

• Generic processes 

• Limited ADR 
• Few cases go to trial 

 



CRT Amendments 

Civil Resolution Tribunal Act,  
passed in 2012 

• Voluntary jurisdiction: 

• most strata disputes 

• small claims matters 

CRT Amendment Act, passed 
in 2015 

• Mandatory for: 

• strata claims 

• small claims 
 
(monetary limit ↑ over 
time) 



Appeal Method 

Small Claims 

• Appeal to Provincial 
Court 

• Basically trial de  novo 

• Cost/deposit 
consequences 

Strata 

• Appeal to BC 
Supreme Court 

• Leave required 

• Question of law 









Guiding Principles 

CRT 
Timely 
• Focus on early 

resolution 

• 60 day process 
 

 

Flexible 
• Range of ADR 

options 

• Continuous 
improvement 

Accessible 

• 24/7 

• Anywhere 

• Legal 
information and 
support 
 

 

Affordable 
• Staged fees  

• Usually no 
travel/legal 
costs 

• Fee exemptions 
 

Efficient 
• Active case 

management 

• Tailored timelines 
and processes 

• Avoid duplication 



CRT Overview 

Information, problem 
diagnosis, 
self-help  

Party to party 
negotiation 

Case Management: 
facilitated ADR & 

hearing preparation  
Adjudication 

Dispute volumes 
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Solution Explorer 

• Free public information, available 24/7 
• Guided pathways  
• Interactive question and answers 
• Tools, templates, resources  
• Resolution or preparation for CRT process 
• Ongoing strata beta testing and improvements 
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Tied to a Dispute Resolution Reference Architecture  

1. Awareness 2. Inform  3. Negotiate 4. Facilitate 5. Adjudicate 6. Post Support  

Early Resolution Formal Resolution 

Expert System Dispute Resolution Suite 

Built on a Common Cloud Platform  

Works on any ~modern device 
with 

“responsive” design & extensive browser and device 
testing 

2 Core Dispute Resolution Systems (Digital Apps)  
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Where the idea of the CRT came from & how we validated it (~Service 
Design)  
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Small Claims Pilot Project 

 Non-pilot processes: 
 All claims $25,000 go through 

 Short settlement and trial preparation conference before a judge 
 If necessary, to trial before a judge 

 
 

 Pilot processes were specialized based on dispute types: 
 Most claims of $5,000 or less go directly to a speedy trial 

before specialized adjudicators 
 Financial debt claims of $25,000 or less go to speedy trial 

before a judge 
 All other claims go through 

 Mandatory 2 hour face-to-face mediation with a mediator 
 If necessary, trial preparation hearing before a judge 
 If necessary to trial before a judge 
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Province-wide 

1.5 Locations 



Small Claims Pilot Results 

 Positive benefits 
 Reduced some backlogs 
 ‘Saved’ 2 judges 
 High satisfaction for users – especially simplified trials 

 Opportunities for further improvement 
 Only available at 1.5 locations 
 Weren’t able to expand 
 Settlement rates 
 Didn’t use technology 
 Didn’t ‘put users at the centre’ (still court rules, court forms, court houses) 
 Failed to maximize cost per case 
 No ongoing effort to promote continuous improvement & data collection 
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Online Dispute Resolution   

 “Just do it!” approach to online dispute resolution 
(ODR) 

 First adopters were Consumer Protection BC and 
the Property Assessment Appeal Board 

 Partnership with Modria (eBay ODR people) 

 Benefits 
 Low investment, nimble projects 
 Good results but low volumes 
 ODR became part of the BC justice and dispute 

resolution landscape 

 Opportunities for improvement 
 Designed for ecommerce 
 Parallel processes & absence of strategic approach 

and scalability 
 Canadian Servers performance issues  
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Early Conceptual Work with Community Stakeholders 

 Early engagement with strata 
stakeholders 
 Condominium homeowner 

associations 
 Real Estate Foundation 
 Lawyers 

 Early user experience (UX) design 
 Puts users at the centre 
 Guides conceptualization, 

development and implementation 
work 

 Gathers momentum and support 
 Creates a pool of willing ‘testers’, 

survey respondents 
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Example of User Persona Development 



Keeping Users at the Centre 

Consult 

Conceptualize what we should build 

Consult 

Design what it should look like when we build it 

Consult 

Prototype the thing we’re building 

Consult 

Build it 

Consult 

Refine while we’re building it 

Consult 

Improve the things we’ve built 

27 



Program Planning  
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How do we?  
 

Successfully pioneer a new end to end dispute 
resolution process for Canada’s first primarily 
digital Tribunal? (which doesn’t currently exist)?  
 
 

While we ensure: 
 a) the software can be easily reused by other Tribunals 
 b) We mitigate technology and business risk  
   - Immature processes 
   - Load 
   - Ever increasing business & citizen 
expectations   
   - Rapidly changing technology landscape  
 
 



Program Planning  
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Not a waterfall 

Implementation 
 

Development 
3 week 

sprints, Open 
Standard UIs 
& Force.com 

Design 

Service, 
Functional, 

UI/UX 
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Scrum Pillars: 
1. Transparency  
2. Inspection  
3. Adaption 



Planning  
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Conceptual Technical Architecture  
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IM/IT Assessment Approach  
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Digital Service Delivery  
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How do we marry agile & governance?  

 

How do we marry agile software development best practices with a typical 
Governement Governance Framework?   

 

We don’t need to reinvent  

the wheel. We can pick a  

pre-existing approach like the 

Lean Startup approach.  
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Lean Startup: A Management Framework for Innovation  

Product 

Strategy  

Vision 
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Optimization 

Pivot 

Types of Change 



Lean Startup & Our Governance Framework 
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Strategy  

Vision 

Product   

Executive Director 

Project Board Justice Executive 
Committee 

Strategic Leadership Team

JTPBTreasury Board OCIO

Richard Fyfe

Deputy Attorney General 

(Chair & Executive Initiative 

Sponsor)   

Jamie Deitch 

A/Assistant Deputy Manager 

Justice Services Branch  

(Initiative Co-Sponsor)   

Bobbi Sadler  

Chief Information Officer

Information Systems Branch    

( Initiative Co-Sponsor)   

Lynda Cavanaugh   

Assistant Deputy Minister 

Court Services Branch   

   

RSI Project Board 

Steering Committee 

Director, Business 

Transformation DRO   

Director Business 

Transformation, RTB    

Executive Director, and 

Registrar of the CRT    

Justice IM/IT Governance 
Committee 

RSI 

Justice 
Architecture 

Review Board 
(ARB)  

DRO Executive Director (Chair) 

PwC Victoria Partner

OCIO 

CSB

GCPE SID

Project Team 2Project Team 1

Director, Tribunal Supports 

Project Team …

ISB 

CMSB

Director, Finance & 

Administration,

Justice Services Branch     

Bette-Jo Hughes

Government CIO

MTICS

Shauna Brouwer

Assistant Deputy Minister

Corporate Management Services Branch 

Chair of the Circle of Chairs

Chair of the CRT

Provincial Court 
(Chief Judge) 

DMCTT

Executive Director of RTB

PwC Program Manager 



Lean Startup & A Few of Our Artefacts 
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Strategy  

Vision 

Product   

Small Claims 

Pilot Project 

(2009) 

IM/IT Assessment 
Tribunal Prioritization 

CRTA/ 
ATSAA 

Business  
Cases 



(Scrum) Product Development Process 
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Dev-Ops Philosophy  
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Dev-Ops tools  
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Code Management  
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Sonia’s Story 
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Audience Volunteer  

 Who would like to be Sonia and try the Solution Explorer? 
 https://explore.civilresolutionbc.ca 
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https:///
https://explore.civilresolutionbc.ca/
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Thank you.  
Mac Campbell 
 

mac.campbell@gov.bc.ca 

Justice Services Branch | Ministry of Justice  


