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OMVIC Mystery Shops Reveal 
Mixed Bag of Compliance Results
Results from OMVIC’s three Mystery Shops this year show both 
promise and some room for improvement with dealers’ all-in-price 
advertising compliance. 

Over the past few months, OMVIC’s Investigation Team conducted 
three mystery shops at 36 dealerships—35 franchise dealerships and 
one used car dealership—in the Durham Region, Sarnia, and Barrie. 
Two more shops in Kingston and West GTA are scheduled in the 
coming weeks.

Twelve of the 36 dealerships attempted to attach additional fees 
to their advertised prices, violating the Motor Vehicle Dealers Act 
(MVDA) regulations and the Code of Ethics (CoE). 

“The goal of the Mystery Shops is not just to root out non-
compliance” explained Steven Byrd, OMVIC’s Director of 
Enforcement. “We also want to amplify good conduct, identify 
opportunities for education, and modify behaviours through a 
judicious balance of proactive and reactive enforcement tactics.”

New this year: Dealerships in compliance with all-in-price 
advertising law during the Mystery Shops will receive a letter letting 
them know they were shopped with positive results.

Common Non-compliance Issues
OMVIC found several dealerships adding “an OMVIC fee” on top  
of the advertised sale price. Some also added  
arbitrary registration fees. A few mandated  
an extra $50–$70 gas fee. In one instance,  
a dealership had a $40 licensing fee over  
and above the actual plate transfer fee. 
When mystery shoppers asked the 
salesperson to clarify, they were told  
it was the dealership’s fee for going to  
the Ministry of Transportation office.

Wherever necessary, the investigation 
team will take corrective action, which 
includes laying charges under the MVDA, 
referring issues to OMVIC’S discipline 
committee or sending caution letters. 
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“Our Mystery Shops mandate aligns with OMVIC’s 
directive to maintain a fair and informed marketplace by 
protecting consumers and creating a level playing field 
for alldealers,” Byrd explained. “Despite the disruption 
caused by COVID-19, OMVIC’s Investigation Team was 
able to execute a new and refreshed Mystery Shop 
Program this year. The new format was designed to raise 
awareness about all-in-price advertising and encourage 
compliance though deterrence.”

The Licence Appeal Tribunal (LAT) rejected a Brampton 
man’s request to reconsider a condition of his registration 
prohibiting him from working as a salesperson at his 
family’s dealership.  

OMVIC refused Ali Abbas’ registration as a salesperson 
for previous criminal convictions and acting as an 
unregistered salesperson, but Abbas appealed.

In April, the tribunal directed OMVIC to register Abbas as 
a salesperson but with conditions imposed for a two-year 
period. One of the conditions was that he could only be 
employed at a dealership approved by OMVIC and that he 
could not work at the dealership run by his father.

In 2019, while he worked as an inventory manager at 
Grandeur Motors, his family-owned business, Abbas 
breached the law when he sold a car as an unregistered 
salesperson and failed to tell the consumer that the Carfax 
report showed the car’s odometer had been rolled back. 

The tribunal concluded that Abbas violated the MVDA and 
the decision reflected that. 

 “Due to Grandeur’s small size, its relative lack of 
experience, and its family-owned character, it appears the 
appellant’s (Abbas’) activities as a salesperson will likely 

not be effectively supervised at Grandeur as they would be 
in a more established dealership,” LAT adjudicator Stephan 
Scharbach noted. “In my view, the public’s interest would 
be best served if the appellant gained his initial experience 
as a salesperson at an established dealership.”  

In April, Abbas requested the tribunal reconsider the 
condition requiring him to work at an OMVIC-approved 
dealership. He said the current economic climate has 
made it impossible for him to comply with the condition 
and asked he be allowed to work at Grandeur Motors. 

Abbas cited the economic impact of COVID-19 as “new 
evidence” possibly affecting the result. At the time of the 
tribunal’s earlier decision, the effect of the pandemic on 
the motor vehicle industry was unknown, he noted. 

The Tribunal found the economic impact caused by 
the pandemic and Abbas’ inability to find work as a 
salesperson was not new evidence and therefore that 
it does not fall within the limited criteria in which a 
reconsideration is permitted. 

The Tribunal also concluded the pandemic’s effect was not 
new evidence but rather a change in circumstances that 
occurred after the hearing.

Shops Level Playing Field (cont. from page 1) 
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REMINDER: Dealers must include all fees and charges 
they intend to collect except for HST and licensing in an 
advertised price. Note: Licensing refers to the actual 
cost for registration and plates. For more information 
about all-in-price advertising, please visit OMVIC.on.ca. 
Additional resources, including Help for Dealers, can 
be accessed at http://bit.ly/2tIFdGo.

https://www.omvic.on.ca/portal/
http://bit.ly/2tIFdGo


MINISTER AND OMVIC COO VISIT  
DEALERSHIPS IN BRUCE-HURON 

From L to R: Maureen Harquail,  the Honourable Lisa Thompson, 
and Donny Hoggard, salesperson at Autosell On 8 Inc.

From L to R: Richard Frayne, salesperson Exeter Toyota; Maureen Harquail; Justine Frayne, GM Exeter Toyota; Paul Yeung, OMVIC Manager, 
Industry and Stakeholder Relations;  and the Honourable Lisa Thompson. 

The Honourable Lisa Thompson (far right) seen here with Maureen 
Harquail (far left), Chris Grieve, sales manager, and Craig Beck, 
general manager and person-in-charge, at Montgomery Ford Sales. 

Recently, Ontario’s Minister of Government and Consumer 
Services, the Honourable Lisa Thompson, and OMVIC’s Chief 
Operating Officer and Deputy Registrar, Maureen Harquail, 
visited several dealerships in the Huron-Bruce area.

The visits are part of an ongoing initiative to better 
understand how dealerships are coping with COVID-19  
and the impacts on business. 

 “These dealership engagements are important, allowing 
OMVIC to hear directly from registrants about the 

challenges resulting from COVID-19,” noted Harquail.  
“It was a great opportunity to have Minister Thompson 
spend the day engaging with her constituents and learning 
more about our industry.”

“The industry is resilient,” Thompson noted. “We know it 
has been a hard time for everyone, but we know dealers 
and salespeople will find ways to keep consumers safe and 
keep Ontario’s economy growing.”



Collingwood Hyundai
A Collingwood dealership and two staff were fined a total of 
$6,000 for breaching the Motor Vehicle Dealers Act (MVDA) 
regulations and the Code of Ethics (CoE). 

1802247 Ontario Inc. operating as (o/a) Collingwood 
Hyundai, Philip Walker, director, and Stephen Isman, 
salesperson, were disciplined for failing to comply with 
Ontario’s all-in-price advertising regulation.

In February, the dealership published an advertisement 
for a 2015 Hyundai Elantra with a selling price of $10,888 
with a statement, “prices do not include other options, 
installations, administration and program fees.”

When an OMVIC staff member—posing as a customer—
called the dealership and inquired about the vehicle in 
question, Isman told them there was an additional  
$499 fee plus HST.

In an agreed statement of facts, Collingwood Hyundai 
agreed to pay a $5,000 fine. Walker and Isman each 
consented to a $500 penalty. Walker also agreed to 
successfully complete OMVIC’s Automotive Certification 
Course and offer it to all current and future sales staff.

Anderson Kia
A Woodstock dealership received a $4,000 fine for violating 
the CoE. 

2226960 Ontario Inc. o/a Anderson Kia and Lee Anderson, 
person-in-charge of the dealership, were disciplined for 
failing to comply with the province’s all-in-price  
advertising laws.

In October 2019, the dealership sold a 2012 Kia Optima and 
added $199 in “administrative fees” and a $10 OMVIC fee to 
the $9,995 advertised price. A month later the dealer sold 
a 2019 Kia Sportage to a consumer but failed to properly 
itemize a $199 winter tire package on the bill of sale. 

In addition to the fine, the dealership agreed to offer OMVIC’s 
Automotive Certification Course to all current and future 
sales staff.

Windsor Chrysler
A Windsor car dealership received a $17,500 fine for 
publishing misleading advertisements that failed to indicate 
—in a clear, comprehensible and prominent manner—that 
the subject vehicles were not available to the public.

In July, OMVIC disciplined 1681230 Ontario Inc., o/a Windsor 
Chrysler for breaching the MVDA regulations and the CoE.

In 2019, the dealership published a “for sale” advertisement  
for a 2019 Ram 1500 Bighorn Crew and a 2019 Ram 1500 SXT 
on its website but did not specify clearly and comprehensibly 
that the vehicles were not available to the public at the 
advertised price.

“The MVDA regulations and CoE are meant to provide 
transparency and to create a level-playing field for all 
dealers,” notes John Carmichael, OMVIC’s CEO and 
Registrar. “By repeatedly failing to abide by the law, the 
dealership disrespected compliant dealers and harmed 
consumers. I hope the heavy penalty will serve as a deterrent.”

Previous Discipline Decisions
In 2016, Windsor Chrysler received a $3,500 fine for not 
disclosing that the advertised prices were not available to the 
public and failing to disclose accident repairs on the bill of 
sale. In 2018, the dealership was ordered to pay $10,800 for 
not divulging in their advertisements, and on the bill of sale in 
some transactions, that certain vehicles on sale were previous 
daily rentals. 

All-In-Price Advertising Is Good for the Industry 
All-in-price advertising regulations provide transparency to 
car buyers and that transparency builds trust. It also helps 
foster a level playing field for all dealers, while reducing the 
chance of administrative action, enforcement action and 
negative publicity. 

Need Help with Advertising? OMVIC Can Help!  
Have an advertising question? Want an advertisement 
reviewed before it is published? Contact OMVIC’s Business 
Standards Team at marketing_standards@omvic.on.ca for 
assistance. It is a free service available to all dealers and 
can help ensure compliance. Please allow sufficient time 
for advertisement reviews.

Dealerships Fined for Breaching Advertising 
Requirements
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OMVIC’s Online Registration Services:  
A Fast and Easy Way to Do Business
OMVIC has continually made efforts to improve and 
update its Online Registration Services to ensure 
salespersons and dealers have an easy-to-use, 
seamless and effective alternative to paper or email.

Enhanced online services allow registrants 
to submit, renew, transfer their registration 
applications and make payments. It has proven to 
be particularly helpful throughout the COVID-19 
pandemic. Ninety-two per cent of dealers and  
96 per cent of salespeople have used the online 
portal for registration renewals in 2020.

“OMVIC has always been responsive to the needs 
of registrants,” noted Thaya Gengatharan, Director, 
Registration and Deputy Registrar. “Based on 
the feedback we received, we recently made 
amendments to online forms, introducing “sign-in” 
and “sign up” tabs and updating the FAQ page. We’re 
confident these changes will allow registrants to 

navigate our webpages more easily. We urge all 
those that have not signed up for our online services 
to do so!”

Why Use Online Services?
OMVIC’s Online Registration Services allow dealers 
and salespeople to apply, update, view and track 
their applications. They can also subscribe to 
important notifications about upcoming renewals  
or lapsed registrations. 

Also, even if a salesperson does not sign up for 
online services, Dealer Administrators can monitor 
and receive notifications about their sales staffs’ 
registrations. Online users can access services 
24/7 from the comfort of their homes or offices.

For more on OMVIC’s online registration services, 
visit https://bit.ly/3ldQDuN.

ALL RENEWALS

■  Online (2,334)
■  Office (140)

REGISTRANTS

■  Not Online (5,155) 
■  Online (32,658)

DEALER RENEWALS

■  Online (788)
■  Office (69)

REGISTERED DEALERS

■  Not Online (1,143) 
■  Online (7,014)

SALESPERSON RENEWALS

■  Online (1,545)
■  Office (71)

REGISTERED SALESPERSONS

■  Not Online (4,012) 
■  Online (25,644)

94.3%

86.4% 86.0% 86.5%

5.7%

13.6% 14.0% 13.5%

8.1% 4.4%

91.9% 95.6%

From a total of 2,474 renewals, 94.34% were submitted online.

From a total of 8,157 registered dealerships, 85.99% are online members.
From a total of 29,656 registered salespersons, 86.47% are online members.

https://bit.ly/3ldQDuN


Some 38 per cent of used car buyers and 46 per cent  
of new car purchasers surveyed by OMVIC did not test 
drive their vehicle before purchase because of health  
and safety concerns related to COVID-19.
 
In August, OMVIC asked the Automobile Protection 
Association, an independent organization offering  
car-related resources for consumers, to survey 
consumers who purchased a vehicle during  
the pandemic. 

The survey asked respondents to share their comfort 
level while shopping, Personal Protection Equipment  
use at dealerships, and how COVID-19 impacted their car-
buying experience.

OMVIC ‘s first survey in early spring polled dealers and 
salespeople, while the second one, “Measuring the 
Impact of COVID-19 and Moving Forward—Report 2”  
ran in August and included consumers as well.

Other Findings

• 19 per cent wanted more safety precautions at 
dealerships (including use of masks, more social 
distancing, solo test drives).

• 13 per cent wanted a “better buying process” that 
could include:

 ■ improved communication before an in-person visit 
 ■ keeping booked appointments on time 
 ■ paperwork that could be signed remotely rather 

than at a desk
 ■ providing more information at time of delivery 

• Many noted they hurried their shopping for personal 
safety concerns. About half of the respondents visited 
only one dealership to complete the transaction and 
21 per cent did not visit any website or visited only one 
website during the shopping process.

OMVIC presented the findings to the Minister of Consumer 
and Government Services.

Survey Uncovers Low Consumer Confidence


