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One third of households in B.C. rely on
The PrOblem rental housing

The Residential Tenancy Branch (RTB)

receives 19,000 applications per year

15% of hearings are missed




=S Barriers to Attending Dispute

Resolution Hearings D




Touchpoints

Modified Timely Emails to remind Applicants and Respondents

0 21 Day Email Reminder — Applicants

Reminding applicants of steps to prepare for the hearing

e 14 Day Email Reminder — Respondents

Reminding respondents of steps to prepare for the
hearing

e 3 Day Email Reminder — Applicants and
Respondents

Reminding applicants and respondents of upcoming
hearing



ile number:

Dispute access code: htatiXA
Date filed: August 09 2019

Rental address: 1234 Fort Street, Victoria, BC,
Canada, V8R 5M4

March 16 2021
09:30 AM

Hearing date

Hearing time

This is a reminder that the deadline for
respondents submitting evidence for File
Number 910000016 is not less than 7 days
prior to the hearing. Evidence must be received
by each applicant and the Residential Tenancy
Branch before the deadline. Evidence
submitted after the deadline is considered late
and may not be considered at the dispute
resolution proceeding. Visit the Residential
Tenancy Branch website for more information
on

Deadlines for submitting evidence are
critical

For methods of servin to the
applicant(s) including calculating timelines
based on the method of service, you can review
the Respondent Instructions document provided
with the Notice of Dispute Resolution
Proceeding

Serving evidence to each applicant

You must serve identical copies of evidence to

elpful Reminder - Your hearing is 21 days away

Your dispute resolution hearing for File Number
{file_number} is in 21 days. Plan your next steps and
prepare forkey timelines

Prepare Now =)

Clear your schedule - If you miss your hearing
you could lose your case. Put your hearing date
and time in your calendar as a reminder.

Provide all evidence in time - Late evidence

might not be considered. Serve your evidence

to the respondent(s) and to the Residential

Tenancy Branch no less than 14 days before

your hearing '

Be ready to dial in to the hearing - If you call
in late, there will be less time for you to makg
your case. Check your notice package proyided
by the Residential Tenancy Branch for defails

If you no longer need your hearing, withdraw your
application.

Bl Email

Behavioural Insights Email

Salience

modified language to a 6™ grade level,
created buttons to encourage action,
highlighted important information.

Checklists and
Planning

modified quasi-legal language into clear
easy steps for individuals to follow.

Consequences

clearly listed the consequences to inaction
for each major remaining step and for
missing the hearing.



ResearCh Week Saturday | Sunday | Monday | Tuesday | Wednesday | Thursday Friday

Design 1
. BlEmal-2lDayReminder

2 Bl Email — 14 Day Reminder

3 Bl Email — 3 Day Reminder ‘
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Preferred Attendance Outcomes
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Hearing Attendance Outcomes




Impact of having all emails on file and intervention condition on average number
of parties attending a hearing

Average number of attending parties

* %k %k

@ Control

HH

I Emails missing
n=344
All emails

H

n=355

M Bl Email
Emails missing
n=396
All emails
n=400

Some emails missing from file

**%p < 001

All emails on file

Main effect of condition: F(1, 1491) =1.29, p = .26
Main effect of emails on file: F(1, 1491) = 65.02, p <.001
Interaction: F(1, 1491)=2.71, p =.10
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Future Considerations

* Apply a Behavioural Insights lens to communications
* Explore other high impact touch points

e |dentify and address barriers to access and use of services

-



Questions?

For additional questions or a copy of the
draft working paper, please contact
Alexis Gordon at
Alexis.Gordon@gov.bc.ca
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