Towing and Storage Frequently Asked Questions (FAQs)

This document contains general FAQs and Master Service Agreement (MSA) related FAQs to assist in
streamlining the Towing Services process.

General FAQs

e WhoisTowingServicesand wherearetheylocated?

e Howdolcontact TowingServices?

e Whatare thehoursfor Towing Services?

e Whatinformation shouldbeincluded when submitting atowingandstorageinvoice?
e Can ldrop off towing and storage invoices at aservice centre?

e Canlsubmitaheavy tow invoice to Towing Services?

e What isa Master Service Agreement (MSA)?

e What happens if | do not sign the MSA? Do Istill receive new rates?
e Does the MSA only cover Winnipeg and Brandon?

e Whatis the purposeof aRemote CR?

e What is the Tow App?

e What if| donot have the proper technology to use the Tow App?

e Why am | being asked to provide additional photos?
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Q Who is Towing Services and where are they located?

A TowingServicesis adedicated team of staff, which includes a Towing Coordinator who
reportstothe Manager, Salvage and Compound Operations.

The TowingServicesteamis located at the Physical Damage Centre (PDC) at 1981 Plessis
Road, Building C, in Winnipeg.

Q How do I contact Towing Services?

A TowingServicescanbereached by email at towingservices@mpi.mb.ca.
If you requireimmediate assistance, call PDCat 204-985-7766.

Q What are the hours for Towing Services?

A TheTowingServicesemail is monitored daily.
Ateam member willbe available at PDC during the following hours:
e Mondayto Friday8:00a.m.to 10:00 p.m.
e Saturdayand Sunday 9:00 a.m.to 5:00 p.m. (including holidays)

Q What information should be included when submitting atowing and storage
invoice?

A  Whensubmittingatowingand storageinvoice, include the following:
e Alldates(dateof invoice, date of services, date of storage, and release date)
e Claim number/plate number

o Iftheclaim numberor plate number is unavailable, provide the vehicle
identificationnumber (VIN).

e Vehiclemake/model/year

e Asummary of services provided

Q_ Can Idrop off towing and storage invoices at a service centre?

A Duringthistransition period, you cancontinue to submit towing and storage invoices to
servicecentres.

However, supportwill be provided in the coming months for the migration toouronline
submission platform.

Q Can | submit aheavy tow invoice to Towing Services?

>

Yes,you can.

Q What is a Master Service Agreement (MSA)?
A

An MSA isan agreement that details theresponsibilities and obligations of two parties to
each other. This agreementincludes detailed rates, services, and terms for eachparty.
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What happens if | do not sign the MSA? Do | still receive new rates?

No, if you do notsign the MSA, you and your vendor will not be eligible for the new rates
and will continueto followthepreviousrates.

Does the MSA only cover Winnipeg and Brandon?

No, the MSA covers areas outside of the current Winnipeg and Brandontowing radius.
With the Winnipegand Brandonareas already under contract, please see the below maps
indicating the currentlocations covered under contract and not eligible under the MSA.

What is the purpose of a Remote CR?

A Remote CR (condition report) allows the MPI Salvage Department to obtain updated
photos of what avehiclelooks likewhen it goes to auction. These photos willbe used to
advertisethe vehicleatthe MPlonlineauction.

What is the Tow App?

Q

As partof the MSA, the IAA Partner Tow™ App is amobiledispatch solution designed to
assist IAA Partners (MPI) and towers. The app receives notifications when vehicles are
dispatched to tow operators and allows themto record inspectiondata (including photos)
usingtheir mobile phone.

The Tow App and can bedownloadedfrommost mobile app stores.

What if | do not have the proper technology to use the Tow App?

MPlunderstands that not all vendors will have the technology required, or that there may
notbe servicein someareas of the province. Please ensureto let us know if there are
challenges with technology and/orservicein your areaand we will work directly with you
tocometoaresolution.
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Q Why am | being asked to provide additional photos?

A Additional photos helpus validate and understand the extrawork needed to performthe
services beingbilled for. This alsoallows us to remain consistentin out approach,and to
ensurewe are paying all vendorsfairly for services provided.

Winnipeg Contracted Towing Radius -

Includes City of Winnipegplus 16 kilometres
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Master Service Agreement (MSA) FAQs

How does this agreement affect towerswithineither contract towingradius?

Will the Tow App and Remote CRonly befor the city? Will it beimplemented to therural
areas? How will itwork?

Will therebea map outlining the applicable towing/storage areas?

Per section 5.03 (Storage Fees) - Can you provide further clarity to the statement of not
coveringstoragefees?

Regarding storage fees, if RCMP or a customer requests | attend a collisionon the day of,
and the registered owner does not or isunable to file a claim with MPIlin a number of days,
will I still be paid for storage from the day of storage to compound until sale date plus

seven days?

Per section 5.04 (Invoicing) - Is the tow app automatically generating invoices fromthe now
required "immediate" informationat time of tow?

Whatdoes "Immediately provide information of any potential claimvehicle that have been
broughtinor outof the Vender's Storage Yard" mean?

Canyou quantify/specify timeframe of “immediate”?

There may be connectivityissuesor thetowing vendor may not beinformed of potential for or
planfor claim at thetime of pickupwhen calls received by law enforcement or owner.

Lastly,whodo | reportto duringthe weekday hours between 10pm - 8am and the
weekend/holiday hours between 5pm - 9pm when PDCteam memberis not available?

Per section 5.10 (Towing and Storage Tool) - For vendors that do not sign this MSA and are not
displayed on the MPlwebsite under the Towing & Storage Tool, will lawenforcement
(specifically, RCMP, MFNP) in communities be made aware of this through mailed

communication? Willthe community vendors that sign beidentified to distribute the tows?

If MPlaimsto providefair and equitable distributionof work, isitfairto allow vendors who do
notsign the agreementto continueto provideservices for MPI?

How will MPlensurethatlaw enforcement only use MSA signed vendors?

Whatis considered asecured lot vs.an open lot?

Is therea document that states type and/or height of fence for consistency among storage
facilities?

Is there an additional MSA for Medium Vehicle Towing?

On a 100 km tow, the mileage with dollies or deck is currently $285. However, in
September it will be $275. Why is that?
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Q How does this agreement affect towers within either contract towing radius?

A Therewill benochangefrom the previous model fortowerswithineither contract
towingradius (Winnipeg & Brandon). Towers in that areawill still be able to tow for MPI
inthesurrounding areas outside of the towing radius.

Towerswill not belisted inthe search tool for Winnipegor Brandon, but listed inthe
search tool for the surrounding area(s) they service.

Q Will the Tow App and Remote CR only be for the city? Will it be implemented to
the rural areas? How will it work?

A The Tow App andthe Remote CRwill befor all areas.

The Tow App can bedownloaded on any smart device. Using the Tow App, when MPI
sends a tow request to your tow firm, your tower will be able to take pictures of the
vehicleprior to hookup.

The Tow App will also havetowers answer afew questions and provides the ability to
take a picture of thetow bill. Thetow bill will be reviewed by MPIfor paymentassoon as
the towis marked completein the Tow App.

After hourscalls from lawenforcement, fire, etc. willin most cases not go through the
Tow App. Storage facilities will have to advise MPI of avehicle beingin their possession.

MPIlwill request a Remote CR fromstorage facilities when MPI needs up to date pictures of
thevehicle. Storage facilities will be able to charge MPIforthe Remote CRasitisanew
expense at $25.00 per unit.

Q Will there be a map outlining the applicable towing/storage areas?

A Usingthe Towingand Storage Search Tool, you can search by areato see what towers
comeup for thatarea. If any tower is concerned about attending outside of their area,
they cansimply typeintheclosest city/townto seeif their tow firmappearsin thesearch
results.

Unless approved by MPI, MPIwill not cover fees of services performed outside of the
vendor’s area.

Currently there are no plans to make static maps of theindividual areas.

Q Per section 5.03 (Storage Fees) - Can you provide further clarity to the statement
of not covering storage fees?

A Storagefees arenot calculated by claimreported date. If any tower who signs the MSA tows
a vehicle attherequest of non MPI personnel, wherethisunit will likely have aclaim, advise
MPIviaemail at towingservices@mpi.mb.ca.
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Q Regarding storage fees, if RCMP or acustomer requests |attend a collision on the
day of, and the registered owner does not or is unable to file a claim with MPI in a
number of days, will | still be paid for storage from the day of storage to compound
until sale date plus seven days?

A Yes.

Storage can be billed from the Date of Loss. If the claimant does not or isunabletofileaclaim
until several days later, your payment will be delayed untilthe claimis opened.

Upon getting the vehicleinformation from you, MPlwill notify you if thereisaclaim or not.

Q Persection 5.04 (Invoicing) - Is the tow app automatically generating invoices from the

now required "immediate" information at time of tow?
A Yes.

All towswithin the Tow App will not need any other administrative work to advise us they
have been towed. Oncethetow requestintheappiscompleted, MPI's IT system will update
itand nothingelsewill berequired. Pictures of the tow bill can alsobe sentdirectly to MPI
usingthe Tow App. This saves scanning, emailing, or dropping offtow bills to the nearest
servicecentre.

Only towsdoneoutside of the Tow App will require additional administrative work.

Q What does "Immediately provide information of any potential claim vehicle that have
been brought in or out of the Vender's Storage Yard" mean?
Can you quantify/specify timeframe of “immediate”?

There may be connectivity issues or the towing vendor may not be informed of potential
for or plan for claim at the time of pickup when calls received by law enforcement or
owner.

Lastly, who do I report to during the weekday hours between 10pm - 8am and the
weekend/holiday hours between 5pm - 9pm when PDC team member is not
available?

A Theterm “immediately” is to provide the requested information to MPl as soon as
possible.

MPI's goal isto be able to know, usingthe Tow App software, all MPI claim vehicles
within all storage facilities within Manitoba. Emailing a daily (weekday) list of units that
have entered or left the lot, which have not been requested through the Tow App, is
the expectation. If thereareno new vehiclesto record outside of the tow app, then the
emailisnotrequired.

Many vendors have already been doingthis for many years between themselves and
MPIfor vehicleinventory control. The Tow App will helpautomate the process, but
emailsarerequired for non-Tow App triage.

Outside of business hours, report to Towing Services by email at
towingservices@mpi.mb.ca.
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Q Per section 5.10 (Towing and Storage Tool) - For vendors that do not sign this MSA
and are not displayed on the MPI website under the Towing & Storage Tool, will law
enforcement (specifically, RCMP, MFNP) in communities be made aware of this
through mailed communication? Will the community vendors that sign be identified
to distribute the tows?

A Onceatowingand/or storage vendor signs the MSA, they will be included on MPI's Towing
and Storage search tool as” MP| Approved”. This publicsearch toolis used by MPIl customers,
MPI Contact Centre Operations and will subsequently be shared withlocallaw enforcement
ineach applicablearea.

Q If MPI aims to provide fair and equitable distribution of work, is it fair to allow
vendors who do not sigh the agreement to continue to provide services for MPI?

A MPIlwill attemptto workwith towers to assist with any support needed to meet the
requirements of the MSA. MPlwill alsoensuretowers aretrained inthe use of the Tow
App. Onceall MSA requirements are met, the vendor willbeincluded on the Towingand
Storage search tool as “MPI Approved”.

Vendorswho do not sign the MSA will eventually be removed fromthe Towing and Storage
Search Tool.

Q How will MPI ensure that law enforcement only use MSA signed vendors?

A Local law enforcement will be informed of who MPI considers an approved towingand
storage vendor, and which vendors have asigned agreement with MPI for towing and storage
services.

Q What is considered a secured lot vs. an open lot?
Is there a document that states type and/or height of fence for consistency among
storage facilities?

A MPIlwill providedetailedclarification on whatis considered secure or unsecure. Once
informationis publishedto the MPI Partners site, facilities will receive an accompanying
communication to review theinformation.

Currently,uponsigning the MSA, MP1 asks for photos as part of the application process.
These photos are kepton fileand MPIwill continue to work with new vendors to ensure they
have properly secured lots to obtain the higher storagerate.

Q Is there an additional MSA for Medium Vehicle Towing?

A Notcurrently.

Q On a 100 km tow, the mileage with dollies or deck is currently $285. However, in_
September it will be $275. Why is that?

A OnSeptember 1, 2022, the amount paid would be $305 for vendors who have signed on with
the MSA: $275 for the kms, and $30for deck or dollies (assuming the unitrequired a deck or
dolliesto betowed). Thechangeto chargingdollies/deck was based on feedback from
towers.
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