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Glass Consultation Committee Minutes 

January 6, 2026 

10:00 a.m. to 12:00 p.m. 

 

Committee Attendance 

• JM Champagne, Industry 

• Vern Sisson, Industry 

• Pierre Debreuil, Industry 

• Rob Boyce, ATA 

• Denis Cloutier, ATA 

• Waldemar Koos, MPI 

• Gord Froese, MPI 

• Sandra Lawless, MPI 

• Chris Luky, MPI 

 

Regrets: 

• Lynsey Beer, MMDA 

• Robert Ferreira, MPI 

 

 

Updates to Prior Actions 
 

• Enhancements to Mitchell Cloud Glass (MCG) remain ongoing. Thirteen 
enhancements are currently in various stages of investigation or development. 
Projected timelines were shared via presentation materials.  

 

• Previously identified action items related to documentation, communications, and 
standards updates were reviewed for status and completion. 

 

New Items 
 
Glass Repair First – Operational Update 
 

• MPI provided an overview of current response times for Glass Audit Unit (GAU) 
requests, noting variability based on time of day and volume, with overall 
turnaround generally maintained within established service expectations. 
 

• Preapproval activity metrics were shared, including average daily volumes and 
denial rates, to provide context on program performance.  
 

• MPI advised that an upcoming Notice to Trade (NTT) will reinforce best practices 
intended to reduce processing delays and improve consistency. [Glass-Cons...an-
2026 V5 | Word] 
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Round Table 
 
The committee discussed several operational and policy-related topics, including: 
 

• MCG functionality and usability, including claim handling scenarios, visibility of 
approval features, and system behaviour under specific policy conditions. 
 

• Process consistency, particularly related to claim setup, approvals, and follow-up 
communication. 
 

• Eligibility considerations, including examples of damage not considered an insurable 
loss. 
 

• Business-use vehicles and SRE policies, with discussion on prioritization, 
communication timing, and clarity of expectations. 
 

• Education and oversight, including technician capability, accreditation processes, 
and comparisons to other jurisdictions’ training models. 

 
Discussion focused on identifying areas for further review, clarification, or potential future 
enhancement rather than resolving individual claim scenarios. 
 
Action Items from new items 
 

1. MPI to review feasibility of allowing multiple concurrent claims within MCG where 
applicable. 
 

2. MPI to submit a change request to Mitchell regarding improved visibility and clarity 
of the Windshield Replacement Approval feature. 
 

3. MPI to issue a follow-up NTT clarifying claim eligibility for specific MCG features 
based on claim open date. 
 

4. MPI to investigate reported MCG behaviour related to mileage entry and deductible 
calculation on SRE policies. 
 

5. MPI to consider process options for prioritization of business-use vehicles where 
appropriate. 
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Action Items from previous items 
 

MPI continues to work with Mitchell on reducing manual glass claim processing and 
streamlining MCG workflows. 

 
Communication and documentation updates previously identified have been completed or 
shared, including reminders to accredited shops and published guidance on MPI Partners. 

 
Updates to glass standards, including heated glass information and estimating references, 
have been incorporated or shared with the committee. 
 
 

Next Meeting 
 
TBD - Please forward any topics to Chris Luky that you would like to see on the next Agenda. 
 
Meeting adjourned at 11:10 am 
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Agenda

Agenda:

Updates to prior Actions

Enhancements to MCG to reduce administrative efforts

Updates to trade feedback regarding MCG

New Items

Feedback on Glass Repair First progress

Upcoming Glass NTT on reminders around best practice that will reduce delays in email responses.
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Reducing Glass Admin Efforts

MPI will continue to work with this committee to move ahead with system enhancements and process changes 
that will continue to reduce admin efforts on Glass Claims.

13 System enhancements that also involve some process changes are already in various stages of investigation or 
development with most having release dates.

The outcome will be a reduction in emails required for shops which will allow our Glass team to reduce wait times 
on necessary email requests. We will also be improving general use of MCG self serve options and usability 
including uploading of photos and documents.

Continued efforts are being made to move all glass claims to MCG.
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Current MCG Enhancement Requests

• Shops to get the ability to add and update pricing for zero priced glass – January 2026

• Logs to display repair vs replace request and decision – February 2026

• April 2026

◦ Repair First Enhancements - Email shop when replace status has been set (approved or denied)

◦ Photo Thumbnails – April 2026

◦ Photo Uploads increased from 5 to 10 - April 2026

◦ License plate shown in MCG - April 2026

◦ VIN visible for shops in MCG – April 2026

◦ Grey out “Request for Repair” button when clicked so shops know it has been submitted – April 
2026

Submitted and working with Mitchell for the following enhancement requests in 
MCG
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Current MCG Enhancement Requests

• All Glass Claims to be opened in MCG – In progress, divided into 12 parts

◦ Allow use of policy number when opening claim - Completed

• Smartphone Interface – In progress no ETA as this is a bigger enhancement.

• Ability to reject a claim in MCG opposed to emailing MPI – In progress

• In discussions with Mitchell about the part number being selected when adding a global part line – 

there is a chance that we can remove this, but Mitchell is testing to see impacts

Submitted and working with Mitchell for the following enhancement requests in 
MCG
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Glass Repair First Updates
Results of pre approval Process:

• MPI can share that at times we can be 15 mins in response to requests when they are submitted following procedures. 

• While start of day and Monday mornings I would say 1 to 1.5 hours on average as we do have shops that work evenings and weekends. 

• But over all we can maintain 1 to 1.5 hour turn around.

• Average of 163 preapproval requests a day with a 1.7% denial rate.

• Total denied replacements 74.

• Claims considered to not be an insurable loss 5.
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Challenges:

• Shops not understanding the main reason for the evaluator. It’s not just for measuring chips but to associate all damages to the claim that was opened and 
for the plated vehicle. 

• Shops continue to open claims after repairs are completed. Claims are to be opened first, validate peril and coverage is in place, obtain approvals then 
repair.

• There has been some confusion with our approval notes where we are approving replacement but require photos with the evaluator, so we have updated 
our notes.

• Shops not providing images that support replacement. Review images prior to sending requests to ensure it supports.

• Chip repair fails – Shops are opening new claims instead of reopening of the original chip repair claim.

• Examples of Glass claims we have seen or shops have contacted us prior to proceeding that isn’t eligible for opening a claim:

• Back window heater element no longer works.

• Windshield Leaks

• Rusty roof edges – Get MPI to cover some of the costs to R+I the glass.

• Pitting/Grazes/Years of sandblasting

• Damages that existed prior to new owner

• Delamination or other glass defects
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NTT on Glass Reminders

It’s been awhile since we’ve sent out a reminder NTT around best practice. 

The intent is to reduce MPI delays to responding to repair shop emails by reducing repair shop emails 
and phone calls.

• Avoid emailing multiple times on the same request. Wait 48 hours for non urgent requests.(We hope 
to reduce this down to 24hrs) Examples of shops emailing every few hours.

• Check MCG and your own email for responses before emailing again on something that is not 
outstanding. We tend to get emails on resolved and communicated requests.

• Ensure your email in MCG profiles match the email accounts you use to email. Many have not been 
updated as staff leave. Review what emails and admin users you have assigned to your shop in MCG.

• Ensure your emails contain all required information required to avoid delays in MPI approvals.

• Ensure photos submitted support what it is you are requesting.

• Ensure your staff understand what they can do themselves. MPI tends to get requests to do things 
that  shop can do themselves. This creates unnecessary emails and causes shop delays.
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