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Summary of Complaints of Excessive Price Increases for
Goods and Services During the Ice Storm

In January, Option consommateurs took on the responsibility of verifying the facts surrounding
each of the complaints referred to it by the Bureau of Consumer Affairs concerning excessive
price increases for goods and services during the ice storm. In order to fulfill its mandate, Option
consommateurs worked in conjunction with the Association des consommateurs du Québec

(ACQ).

It was our responsibility to obtain additional information from the complainants and verify this
information with the business and other sources. Subsequently, we were to inform the consumer
of the investigation results, produce a factual report for each complaint and prepare a final report.
It should be emphasized that the businesses contacted within the scope of this process answered
our questions on a voluntary basis (see Annex I for the investigation procedure and a copy of the
questionnaire used for collecting information from consumers).

We received a total of seventy-eight (78) complaints from the Bureau of Consumer Affairs. Thus
far, we have completed seventy-three (73) investigations (see Annex II for the findings of each of
the complaints investigated). Nineteen percent (19%) of the complaints came from Québec and
the rest from Ontario. In all, the complaints were directed at thirty-one (31) businesses.

A number of the complaints (26%) proved to be unfounded, either because the price paid by the
consumer was close to the market price, or because the business was able to justify its price
given the special conditions encountered acquiring supplies during the storm. These businesses
furnished documentation to support their claims.

Sixty percent (60%) of the complaints investigated could not be validated, mainly because the six
(6) businesses in question refused to cooperate with the investigation. The vast majority of these
complaints concerned generator purchases, for which consumers paid between $170 and $1365
more than the manufacturer’s suggested retail price. The businesses in question attributed their
high prices to the special conditions that prevailed during the storm, but did not submit proof of
their claims. It should be emphasized that out of thirty-one (31) businesses, only six (6) refused
to cooperate with our investigation.

Only one business admitted to an error in judgment in raising the prices of its generators during
the storm. It agreed to give the consumer an $800 dollar refund as a settlement. The business,
Sodlfer Inc., also publicly requested its customers to contact it for refunds.

Finglly, four consumers are currently negotiatidg refunds with businesses, and four others
decided to withdraw their complaints.

The following three tables present a breakdown of the complaints referred to us by the Bureau of
Consumer Affairs:



Table I
Analysis of Complaints

Total complaints received 79 (100%)
Complaints investigated 73 (92%)
Generators 56 (77%)
Gasoline 3 (4%)
Fondue fuel 3 (4%)
Lamp oil 2 (3%)
Batteries 2 (3%)
Kerosene 2 (3%)
Carpet cleaning 2 (3%)
Other 3 (4%)
Total 73 (92%)
Table II

Summary of Generator-Related Complaints
During the Ice Storm

Total 56 (100%)

Non-verifiable complaints: 37 (66%)

High price and business would not cooperate 34

Unknown retail price 1

Used model ]

Unable to reach consumer 1
Unfounded complaints 10 (18%)
Complaints withdrawn 4 (7%)
Complaints under negotiation 4 (7%)
Complaints settled 1 (2%)

Table III

Summary of Other Complaints
(gas, lamp oil, fondue fuel, batteries, bags of salt, generator plug,
carpet cleaning, satellite antenna and kerosene)

Total 17 (100%)

Unfounded complaints 9 (53%)
Non—veriﬁable complaints (insufficient 6 (35%)
information, unable to contact consumer)




Complaints under negotiation 1 (6%)
Complaints under police investigation (OPP) 1 (6%)

It is seems evident that price increases occurred in some sectors during the ice storm in Québec
and Ontario. In some cases, the businesses were able to justify the increases given the unique
supply-related problems that prevailed during the storm. In other cases, however, businesses

refused to provide documentation to justify their prices.

Furthermore, this report would be remiss if it failed to make note of the great generosity shown
by many businesses during the ice storm. A number of businesses donated high-demand items
such as firewood and candles, while others extended their business hours to accommodate their

customers.

Summary of Québec Activity

In the preceding pages, we summarized the complaints investigated as part of an agreement
between Option consommateurs and the Bureau of Consumer Affairs. Other organizations in
Québec also received and investigated complaints concerning excessive overpricing during the
storm.

On March 3, the Office de la protection du consommateur, the ACQ and Option consommateurs
held a press conference to give a report on ice-storm related complaints and the ensuing

investigations (see Annex IlI for a copy of the press kit contents).

In all, the three groups received four hundred seventy-seven (477) complaints of objectionable
practices regarding various products and types of businesses (hardware, generators, gasoline,
firewood, lodging, restaurants and home maintenance services). The investigations undertaken by
the three groups primarily focused on complaints related to generator purchases. They showed
that price increases did in fact occur, but that in most cases the businesses were able to justify the
increase.

The three groups also remarked on a corrective phenomenon that arose early in the crisis, after
many denunciations of the questionable practices of some businesses. They noted the remarkable
degree of media attention paid to these accusations, and the role this played in lowering prices.

The press conference, too, was well covered by the media (see Annex IV for a copy of the
articles published in the various media).




Recommendations

It goes without saying that the January ice storm that left Québec and part of Ontario in the dark
for days, was of a severity not previously experienced. At its worst, about 1.5 million Hydro-

Québec customers were without power.

During this crisis, several organizations received and investigated complaints from consumers
unhappy with the practices of some businesses. Early on, the ACQ issued a press release and
quickly received over two hundred complaints. Option consommateurs then joined the ACQ in
publicly criticizing businesses that exploited the situation for profit and urging people to file
complaints. Meanwhile, the Office de la protection du consommateur issued a press release
urging consumers to be on their guard, and asking businesses to be conciliatory. Industry
Canada’s Competition Bureau also received complaints.

In our minds, this experience highlights the importance of developing an emergency plan to
assist consumer protection groups in coordinating their efforts in the event of a crisis. For
example, the plan could involve a meeting, within 48 hours of the onset of a crisis, where the
groups would decide on a common message to be issued to consumers and a single telephone
number to call to register complaints, if need be. Legislative measures might also be considered.

We recommend that a thorough study be made of similar experiences in other countries, upon
which to base the formulation of an emergency plan.



Appendix I

Procedure applied to investigations and copy of questionaire

used to collect information from consumers



Hausse des prix durant la crise du verglas

Procédure en vue de vérifier les faits rapportés par les plaignants
provenant du Bureau de la consommation

lére étape

Contacter le consommateur, se présenter, indiquer le contexte de ’appel et recueillir le
maximum d’information entourant sa plainte. Utiliser le questionnaire préparé a cet effet.
Demandé au plaignant de nous faire parvenir par té€lécopieur de préférence (ou par la poste si
cela n’est pas possible) une copie de tous les documents pertinents se rapportant a sa plainte:

facture, description du bien, mode d’emploi du fabricant, etc.

Lors de la cueillette d’information auprés du consommateur, il faudra lui préciser que nous
allons le contacter & nouveau pour lui faire part des résultats de nos démarches. Nous devons
également lui indiquer que nous allons lui demander de une autorisation pour rendre
publiques les données de la plainte (noter que les informations personnelles du

consommateur resteront confidentielles).

2ieme étape

Vérification des faits en consultant diverses sources d’information pertinentes: contacter les
fabricants pour obtenir le prix de détail suggéré et demander un texte le précisant, contacter le
commerce en se faisant passer pour un consommateur afin de vérifier les prix actuels du bien
si possible, visiter sur place le commerce si nécessaire, contacter la Régie de I'énergie pour le
prix de I’essence, etc. Il sera nécessaire de noter chacune des démarches effectuées et les
résultats obtenus. Il faudra notamment indiquer le nom des personnes contactées, leurs

coordonnées et la date de 1’appel.

3ieme étape

Réaliser une entrevue officielle avec le commergant. Demander 2 parler A ]a personne
responsable (président-e, directeur-trice, ...). Lors de cette entrevue, il faudra faire part de la
nature de la plainte formulée par le consommateur, des résultats de nos démarches et obtenir
les commentaires et explications du commergant. Il faudra également demander au
commergant de fournir tous les éléments de preuve qui permettent d'appuyer ses dires. Nous
allons enregistrer cette entrevue.

dieme étape

Nous allons contacter A nouveau le consommateur pour lui faire part des résultats de notre
recherche et obtenir une autorisation de sa part pour rendre pubics les faits se rapportant a sa

plainte.

Dans les cas od un recours individuel serait pertinent et que le consommateur est intéressé, lui
: 1ndxquqr que nous allons lui faire parvenir une lettre et un dépliant d’information sur la Cour
des petites créances. :

Sieme étape

Rédiger un résumé sous forme télégraphique des faits de la plainte, un résumé des résultats
de la recherche et un résumé des commentaires du commergant.



Questionnaire

Nom du consommateur:

No. de tél.:

Adresse:

Nom du commercant:

No de tél.

Adresse:

Nature de la plainte (connaissance des prix avant et pendant la crise qui
démontre une hausse des prix, exigence d’un prix supérieur au prix affiché
dans le commerce, exigence d’un prix de beaucoup supérieur au prix du

marché, etc.) :

Description du bien ou des biens faisant I’0objet de la plainte (type de bien,

modele, nom du fabricant, etc.) :




Date d’achat:

Prix payé: Prix de détail suggéré par le fabricant,
) si connu:
Facture disponible: QOui Non

Les explications du commergant, dans le cas ol le consommateur les a

demandées:

A demander au plaignant

Demander au consommateur de nous faire parvenir par télécopieur de
préférence ou sinon par la poste, une copie de tous les documents en sa
possession : facture, description du bien, mode d’emploi du fabricant, etc.

Lui indiquer que nous allons faire des vérifications et le recontacter pour lui
donner les résultats de nos démarches. Indiquer également que nous allons
lui demander une autorisation pour rendre public les faits se rapportant a sa

plainte.
Références utiles :

Corporation des Maitres Electriciens du Québec: (514) 738-2184 et 1 800
361-9061



Corporation des Maitres Mécaniciens en Tuyauterie du Québec (plombiers):
(514) 382-1668 et 1 888 729-3289

Hydro INFO-PANNE 1 800 790-2424

- Régie du batiement
Montérégie: (514) 928-7603
Montréal: (514) 873-6600
Laval : (514) 978-0508
Société d’habitation du Québec 1 800 463-4315
Bureau d’assurance du Canada: (514) 288-6015 et 1 800 361-5131

Commission des normes du travail: (514) 288-7061 et 1 800 265-1414

Ministére de la Famille et de I‘Enfance : (514) 864-3030 et 1 800 267-3923

Régie de P’énergie: 1 888 873-2452



Appendix II

Factual report regarding

each complaint which has been considered



Complaints handled regarding
gas, lamp oil, fondue fuel, batteries, bags of salt,
generator plugs, carpet cleaning, satellite antenna

and kerosene



Complaint GOUGE032.POP

Consumer

Judy Pope

6050, Bienville
Brossard (Québec)
J4Z 1W7

Phone: (514) 445-3903

Business

Canadian Tire

4909, boul. Taschereau
Greenfield Park (Québec)
Phone: (514) 676-1818

Summary of Complaint

On January 13, 1998, the consumer bought a 500 ml bottle of fondue oil (methanol) for $1.99.
The same day, she bought 4 litres of fondue oil for $4.82 at Quincaillerie Notre-Dame in
Montreal (see copies of invoices annexed). She feels she paid too much for the 500 ml bottle of

lamp oil [Translator’s note: possible error].

Result of Investigation

We checked the price of a 500 ml bottle of fondue oil with three (3) hardware stores. The prices
varied between $1.90 and $2.30.

We checked with the business in question. It sells the 500 ml container of fondue oil for $1.99
and the 4 litre container for $5.29.

In light of our findings, the consumer’s complaint is not justified.
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Complaint GOUGE080.SEI
Consumer

Alain Louis-Seize

73, avenue des Boscets
Aylmer QC

Phone: (819) 682-6790

Business

Home Hardware

203, Chemin d’Aylmer
Aylmer (Québec)
Phone: (819) 684-2090

Summary of the Complaint

The consumer bought 500 ml of fondue fuel at Home Hardware on January 10, 1998. The
price paid was $3.99. A short time later that day, he bought the same product for $1.49 at
the IGA located in the same shopping centre as Home Hardware. He went back to see the
manager of the first business for a refund. At that time, the manager admitted having
bought cases of fondue fuel from IGA for resale at $3.99. When the news reached the
IGA in question, the management stopped all sales of this product by the employees of
Home Hardware. The consumer is complaining of the practices of this business.

Result of Investigation

Posing as a consumer, we contacted the business and asked the price of a 500 ml
container of fondue fuel. We were told that the price is $3.99.

We held an official interview with the manager of Home Hardware, Mr. Serge Bourque,
on February 16, 1998. He explained to us that the selling price is the price indicated on
the racks and that he cannot sell it for less. If he were to sell this product at $1.49, he
would be selling it below cost. He feels that his profit margin is reasonable.

Since the business is currently selling the fondue fuel for the same price as during the ice
storm, we cannot conclude that it raised its prices during the storm.



Complaint GOUGE031.POP

Consumer

Judy Pope

6050, Bienville
Brossard (Québec)
J4Z 1W7

Tel.: (514) 445-3903

Business

Jean Coutu

5625 Grande-Allée
Brossard (Québec)
Tel.: (514) 676-7000

Summary of the Complaint

On January 7, 1998, the consumer purchased a 4-litre container of fondue fuel for $11.99 (see
copy of invoice annexed). She does not remember the brand name. She believes she overpaid for

this product.

Result of Investigation

We contacted Mr. Yvan Desnoyers, the manager of the Pharmacie Jean Coutu in question. He
indicated that his store only sells the Personnelle brand of fondue fuel and that the four (4) litre
format is no longer available. When it was, however, it sold at $8.99, not $11.99. He believes
that a tag or scanner error occurred, and is willing to issue a refund to the consumer.

We contacted eight (8) Jean Coutu stores in the Montreal region, none of which currently sell the
four-litre container of fondue fuel. Mr. André Denis, manager of the Décarie Jean Coutu,
explained to us that Personnelle (Le Groupe Jean Coutu) no longer manufactures fondue fuel in
the four-litre size. Throughout the month of January, some of the stores may still have had some
of the four-litre containers left in stock. These units may have been selling at $11.99, though,
once again according to Mr. Denis, some stores may have been selling them at $8.99 to clear out

the stock in question.

Given the retailer’s version and the fact that we received only one complaint about the company,
1t 1s impossible to conclude that an excessive price increase occurred.
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Complaint GOUGEOQ05.SEL
Consumer

Jack Selzer

1945, Guertin Street
St-Laurent (Québec)
H4L 4E1

(514) 334-9867

Business

Canadian Tire - store No 235
Galeries St-Laurent

Ville St-Laurent, Québec
Phone: (514) 337-4862

Summary of the Complaint

The consumer bought a 10 kilo bag of Sifto brand salt for $9.99 in mid-January 1998. He
believes he paid much too high a price for it. He mentions having seen the same bag of salt at
another store for $2.99. He filed a complaint with the business on or about January 16, 1998. It
was explained to him that the bag of salt that he bought was concentrated and for that reason cost
much more than the bags of coarse salt which sell for between $2 and $3 on the market. The
business agreed to refund the consumer’s money.

Result of Investigation

We checked the price of 10 kilo bags of salt with seven (7) hardware stores. The prices indeed
varied between $1.75 and $2.99.

We contacted Mr. Pouliot, the manager of the business in question. He indeed told us that the salt
(no. 59-6978) bought by the consumer was a special kind of salt, treated so as not to damage
concrete. The salt in question is in granular form. He explained to us that the bags of salt selling
on the market for between $2 and $3 are not of the same quality as the bag of salt bought by the
consumer. The better-quality bags of salt are currently on sale at Canadian Tire, reduced to $6.99
for a 10 kilo bag from $9.99. In addition, Mr. Pouliot confirmed that the consumer’s money was
refunded (see copy of business’ note and proof of refund annexed).

We contacted the manufacturer, Sifco Canada, to corroborate the statement that it manufactures
salt of different qualities. Ms. Guylaine Chenier, Sales Manager at Sifco Canada, confirmed that
there are a range of salt qualities. For example, a bag of Gardien Ice-Master Plus salt may cost
about $10. This type of salt is more effective and does not react chemically with concrete (see
copy of Sifco Canada advertisement annexed).



The consumer’s complaint is therefore not justified.
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Complaint GOUGE061.PHI
Consumer

Mervyn Philip

196, rue Gardenias
Chateauguay QC
Tel.: (514) 699-9492

Business

Canadian Tire

1000, boul. Curé-Labelle
Laval QC

Tel.: (514) 681-2503

Summary of the Complaint

On January 11, the consumer bought two 10-litre containers of kerosene for $15.99 each. The
consumer feels that he should have paid around $10.50. He did not keep his receipt.

Result of Investigation

We contacted the business and found that the selling price for a 10-litre container of kerosene is
$15.99 (made in Canada for Canadian Tire, kerosene 1-k 10 liter, #76-2141-2). Between January
25 and February 2, the product was on sale for $10.80. Consequently, the consumer did not pay
too high a price for his kerosene.



Complaint GOUGE(013.FOR
Consumer

Robert Forrester

103 Renfrew Avenue
Ottawa ON

K1S 1Z6

Tel.: (613) 787-3252

Business

Lanark Leeds Dist. Ltd.
Box 321

Smith Falls ON

K7A 4T2

Tel.: (613) 283-3438

Summary of the Complaint

The person bringing the complaint had a five gallon container filled with kerosene at Lanark
Leeds for $38.50 (see copy of invoice annexed), whereas according to the consumer, the regular
price is $26. Therefore, he feels that he paid too much.

Result of Investigation

Posing as a consumer, we contacted the business to inquire about the price for filling a five
gallon container with kerosene. We were told it was $27.70. We then contacted the business to
obtain an explanation on behalf of the consumer, and spoke with the owner, Mr. Schokking. He
explained to us that the price of kerosene was higher during the ice storm because he had to
acquire his own supply in Trenton under difficult conditions. He added that he would send us
proof of the price paid and the costs incurred. To date, we have not received any proof from the
business.

During the ice storm then, the consumer paid 40% more than normal to fill a container with
kerosene. Given that the business has not provided any proof, we are unable to conclude whether
Or not its explanation is valid.
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Complaint GOUGE043.BIS
Consumer

Joanne Bisson

72, Chemin rang 6
Gatineau QC

J8P 6H8

Tel.: (819) 995-0657

Business

Plomberie Cléroux
921, St-Joseph

Hull QC

Tel.: (819) 776-3153

Summary of the Complaint

During the ice storm, the consumer bought a special adapter for hooking up a 15 amp generator
to a 220 volt line, paying $40. The consumer did not keep the invoice and does not remember the
name of the manufacturer, which is not indicated on the adapter. A friend of hers who is an
electrician pointed out to her that this type of adapter usually sells for no more than $10.
Consequently, she believes she paid much too high a price for the adapter.

Result of Investigation

Posing as a consumer, we contacted the business in question to check on the price of 15 amp
generator adapters, which we were told currently sell for $6.99.

We then spoke with the manager of Plomberie Cléroux, Mr. Roger Chénier. He admitted having
sold Ms. Bisson a 15 amp adapter for $40. He also stated that the claim that this type of adapter
sells for around $10 is false. He did not wish to cooperate further.

Someone visited the business to purchase the product in question and was told by a clerk that a
four-pronged 15 amp adapter does not exist, and that otherwise, prices for these products vary
between $20 and $40.

Based on these facts, we are unable to justify the complaint.



Complaint GOUGE024/016.COL
Consumer

Mike Coleman

3960 Stone Point Drive

RR.#12

Inverary ON

KOH 1X0

Tel.: (613) 387-3964 or (613) 549-4000

Business

The Bell Mobility Centre
Bell Mobility

Kingston Shopping Centre
Kingston ON

Tel.: (613) 530-7777

Summary of the Complaint

Mr. Coleman finds it unfair that Bell Mobility is charging him $600 to replace a satellite antenna
since he already paid $500 to purchase the product.

Result of Investigation

At the consumer’s request, we did not undertake an in-depth investigation. He wishes to suspend
his complaint, and is presently negotiating with Bell Mobility. He states that he will call us back

at some point.



Complaint GOUGE060.LEP

Consumer

Barbara Lepage

R.R. #1, Conc. 7, 1751
St-Bernadin (Ontario)
Phone: (613) 678-2008

Business

Jean Coutu
Casselman (Ontario)
Phone: (613) 764-5455

Summary of Complaint

In mid-January, the consumer paid $6.89 (tax included) for 500 ml of lamp oil at Jean Coutu. She
stated that she had seen the same product for $3.59 per litre in another store. She kept neither the
bottle nor her invoice and does not remember the exact brand of the product.

Result of Investigation

We contacted the business. The clerk mentioned that the only 500 ml bottle of lamp oil available
in the store contains paraffin and currently sells for $5.98 plus tax. It is possible to buy a litre of
lamp oil that does not contain paraffin for $6.39.

Since the consumer did not retain her invoice, she no longer remembers the brand she purchased
and in light of the business’ version, it is impossible for us to validate this complaint.



Complaint GOUGE066.CAR
Consumer

Frangois Carriére
106 Ste-Marguerite
St-Henri (Québec)
Tel.: (514) 937-0201

Business

Quincaillerie Notre-Dame
rue Notre-Dame Ouest [Translator’s note: manque numéro civique])

Montréal (Québec)
Tel.: (514) 932-5616

Summary of the Complaint

On January 13, 1998, the consumer purchased a gallon of Champlain brand lamp oil for $39.95
plus taxes (see copy of invoice annexed). He thinks that the product usually sells for around
$3.60, and consequently feels that he paid much too high a price for his lamp oil.

Results of Investigation

Posing as a consumer, we contacted the business to check the price of a gallon of Champlain
lamp oil and were told it normally sells for $39.95. However, since the business did not have any
of the one-gallon size Champlain lamp oil left in stock, it offered to sell us a gallon of another

brand of lamp oil for $29.95.

We spoke with Mr. Michel Beausoleil about the consumer’s complaint. He explained to us that
Champlain lamp oil is more expensive because it is made from liquid paraffin. We contacted
Quincaillerie Bélanger on Masson, which also told us that a gallon of Champlain lamp oil sells

for around $40.

Therefore, the consumer did not pay too high a price for his gallon of lamp oil.
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Complaint GOUGE046.LIS
Consumer

Eric Lister

6504 Marina Drive

Manotick ON

K4M 1B3

Phone: (613) 692-2155 or (613) 692-2945

Business

Sewermatic Environmental Services Inc.
4140 Belgreen Drive

Gloucester ON

K1G 3N2

Phone: (613) 739-1449

Summary of the Complaint

The complainant hired an environmental contractor to pump the water that was
accumulating in his basement. The Sewermatic company proposed various hourly rates
(these rates were proposed at different times by different people). The company also told
the complainant that it would demand payment for a minimum of three hours and that
removal fees of $70 would apply. The complainant finally paid $379.85 for the services
rendered (or probably $100/hr plus the removal fee). The complainant claims that another
company would have asked only $130 for the same services, but could only come ten
hours later. He also stated that one of his friends had obtained the same services for $147.

Result of Investigation

The complainant thanked us for having looked into the complaint, but states that it is not
necessary to do an investigation since the complaint is now in the hands of the Ontario

Provincial Police.



Complaint GOUGE003.REN
Consumer

David Rennie

3337 County Road 26
RR.#1

Brockville ON

K6V 5T1

Phone: (613) 348-3039

Business

Carpet Care

P.O. Box 1382, Coons Road
Brockville ON

K6V 5Y6

Summary of the Complaint

In early January 1998, the consumer’s 1000-square-foot basement was flooded. On January 10,
1998, he asked Carpet Care to remove the water from his basement. Two men performed the
work. They spent one half-hour to clean up the premises. Mr. Rennie paid $101.65 tax included
(see copy of invoice annexed). He feels that the business charged too high a price for the services

rendered.
Result of Investigation

We contacted nine (9) businesses doing this type of work in order to ascertain the fees charged
for removing water from a 1000-square-foot basement. Prices ranged from $150 to $400 plus tax.

We contacted the business in question and talked to the manager of the carpet cleaning
department, Ms. Jone. According to her, Mr. Rennie paid a very good price for the services
rendered, since normally, the price is $75 per hour for each worker. Furthermore, the company
did not charge for using a more powerful truck to do the work. This truck is designed to do this
type of work more rapidly. In addition, outside normal business hours, employees are paid time-
and-a-half. Ms. Jone refused to send us supporting documents because there is too much
competition in her industry and this information is confidential.

Given the information obtained from Carpet Care’s competitors and the business’ version, the
consumer paid a price less than the market price for the services rendered.
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Complaint GOUGE030.POP
Consumer

Judy Pope

6050, Bienville
Brossard (Québec)
J4Z 1W7

Phone: (514) 445-3903

Business

Bonisoir

5625, Grande Allée
Brossard (Québec)
Phone: (514) 676-2585

Summary of Complaint

On January 7, 1998, the consumer bought two (2) Duracell D batteries for $5.98. She feels she
should have paid $3.98 for these batteries. The consumer also mentioned that she bought a
package of 4 D batteries for $7.98 at Réno-Dép6t.

Result of Investigation

We contacted eight (8) different businesses to ascertain the price of Duracell D batteries. The
prices vary between $4.38 and $5.99 for two (2) D batteries.

We also contacted the business in question. The clerk told us that they no longer stock Duracell
batteries. Instead, they have Eveready D batteries at $3.98 for two (2). It should be noted that
Duracell batteries are generally more expensive than Eveready batteries.

In light of these findings, we believe the consumer paid a reasonable price for her batteries.



Complaint GOUGE027.CHA

Consumer

Claire Charbonneau

1067 Meadowlane

Cumberland ON

Phone: (613) 833-0925 or (613) 525-4440

Business

Radio Shack
Alexandria ON

Phone: (613) 525-3852

Summary of the Complaint

The consumer asserts that Radio Shack sold 20 type D batteries for $80. She further asserted that
the army gave batteries to people who needed them and that the business in question took

advantage of the situation by reselling them.
Result of Investigation

We left two (2) messages with the consumer and she did not call us back. Therefore it was
impossible for us to follow up on this complaint.



Complaint GOUGE006.STE
Consumer

Tony Sterbenk

7, Fairfield Crescent
Montreal West (Québec)
H4X 1RS

Phone: (514) 694-0981

Business

Petro-Canada
Corner Lachine and St-Jacques
Montreal West

Summary of Complaint

The consumer noticed that during the ice storm, the Petro-Canada gas station in question had
raised its price 3 cents per litre from 58. 4 to 61.4 cents per litre. Because of this increase, the
consumer did not buy gasoline. However, he was very angry at this situation and sent a letter to
the Minister of Energy and the Vice President of Petro-Canada.

Result of the Investigation

We contacted Mr. Viau, a supervisor in the Public Relations Department at Petro-Canada. He
explained that the Petro-Canada gas stations are free to set their own prices. He noted that the
price of gasoline may vary between 57 and 63 cents per litre from one week to another due to
competition, among other factors.

We contacted Mr. Philippe Michaud, bookkeeper at the Petro-Canada Station in question. He
explained that the price of gasoline had risen on the Tuesday before the storm. He also stated that
it is the Petro-Canada head office, not the gas stations, which set the price of gasoline, which
contradicts the comments of Mr. Viau.

We also contacted Mr. René Blouin, president and CEO of the Association des distributeurs
indépendants de Produits pétroliers. He told us that during the ice storm, the normal price of
gasoline was as high as 61 or even 63 cents per litre.

In light of these findings, we cannot conclude that the gas station in question had raised its prices
to an excessive degree.



Complaint GOUGE(004.SEV

Consumer

Ben Sevack
Montreal (Québec)
Phone: (514) 648-7471

Business

Petro-Canada
Esso
Ultramar
Shell

Summary of Complaint

The consumer observed an increase in the price of gasoline during the ice storm. According to
him, this increase was higher in Montreal than in Toronto. The consumer sent us a copy of four
(4) receipts from two (2) Esso stations where the price of regular gasoline had varied from 56.9 ¢
to 61.4 ¢ per litre. He noted a significant price increase on the Island of Montreal, from 56.9 to
66.9 ¢ per litre, at Petro-Canada, Ultramar and Shell in particular. He was unable to indicate the
exact gas stations where the increase was observed.

Result of Investigation

We contacted six (6) different Ultramar, Shell, Petro-Canada and Esso gas stations at random.
All asserted that at no time during the storm had they charged 66.9 ¢ per litre of regular gasoline.
The price of regular gasoline at the six stations contacted was around 60 ¢ per litre.

Since the consumer has no invoice showing the 66.9 ¢ gasoline price, he could not state the exact
locations of the stations charging this price and none of the stations contacted admitted that it had
increased the price of its regular gasoline to this extent, it is impossible to validate this
complaint.
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Complaint GOUGE0001.COH
Consumer

Eli Cohen

203, rue Harland

Montreal (Québec)

H3X 3G1

Phone: (514) 344-8888, extension 226

Business

Petro-Canada
Ultramar

Summary of Complaint

The consumer observed a 5 ¢ price increase per litre of gasoline on the Island of Montreal during
the ice storm but could not identify precisely which gas stations had raised their prices. The

consumer did not buy gasoline.

Result of Investigation

In light of the results of Mr. Sevack’s complaint (GOUGE004.SEV) and since the consumer was
unable to provide us with the exact location of the stations that had allegedly raised their gasoline
prices, it is impossible to validate this complaint.



Complaints related to purchase of generators



Montreal, February 4, 1998
Service contract with the Bureau of Consumer Affairs (UI800-7-0114)

Investigation of the facts further to complaints about excessive price increases for goods
and services during the ice storm

Report # 1
Complaint GOUGE009.B0I
Consumer

Maurice Boisselle

59, chemin Lasalle
Lachine (Québec)

HS8S 2X3

Phone: (514) 367-3232

Business

Equipement Moore Ltd (Location Dickie Moore)
4955, chemin St-Frangois

St-Laurent, Québec

H4S 1P3

Phone: (514) 333-1212

Phone: 1 800 363-4958

Summary of the Complaint

The consumer bought a Robins RG 3500 watt generator for the sum of $2690.00 plus tax on
January 11, 1998 (see copy of invoice annexed). He believes the amount paid was much higher

than the market price.

Result of Investigation

The manufacturer’s suggested retail price for this generator model is $2761.00 (see fax copy
from Marindustriel). Thus, the consumer’s complaint is not justified.
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Complaint GOUGE021.PIO
Consumer

Marie Diotto [Note du traducteur: extension du fichier et nom de famille ne concordent pas.
Veuillez vérifier]

Brockville ON

Tel.: (613) 926-0264

Business

Knapp’s Yamaha
RR.#2

Prescott ON

KOE 1TO

Tel.: (613) 925-5149

Summary of the Complaint

The consumer bought a generator to run her water pump. Knapp’s Yamaha sold her a Yamaha
EF1000 generator, explaining that it would be powerful enough for the job. This proved to be
untrue. The consumer returned to the business and explained the situation to a salesperson. The
salesperson offered to take back the generator and sell her a more powerful one, for which,
however, there was a waiting list. Unable to wait, the consumer left with the same generator in
the hope of acquiring a more powerful one from another store. She used her first generator for
three days, and when she tried to return it to Knapp’s Yamaha, the business refused her a refund.
The consumer complains that she was sold a generator that did not meet her needs.

Result of Investigation

The manufacturer’s suggested list price is $1049. The consumer paid $1150 including taxes (see
copy of invoice annexed). The business told us that it accepted merchandise returns within a
short time period, and that the consumers were made aware of this. Mr. Ron Knapp, the owner,
told us that the consumer did not return her generator within this time period (see copy of
business’ letter).

We contacted the consumer once more to inform her of the business’ comments. She now feels
that having had the use of the generator for three days helped her reduce the damage to her
house. She no longer plans to ask for a refund.
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Complaint GOUGE017.LEI

Consumer

Fritz Leicht

RR.#2

Green Valley ON

KOC 1L0

Phone: (613) 525-2909

Business

Alexandria Mini-Storage
113 Main Street North
Alexandria ON

Phone: (613) 525-4910

Summary of the Complaint

The consumer bought a Generac 5500 W generator. The model number is 09778-4 and the serial
number is 4363913. He paid $2895 plus tax (see copy of invoice annexed). Mr. Leicht feels that
he paid too much for his generator. He needed a generator to operate the refrigerators at his
business, “Fritz Fine Foods and Delicatessen.”

Result of Investigation
We were unable to obtain the manufacturer’s suggested retail price.

However, our research did enable us to determine that the manager of Alexandria Mini-Storage,
Mr. Giroux, and the manager of Clermont Rosa Concrete Foundations Ltd., did business with
each other. Mr. Giroux told us that he did not know the price of the generators, and was thus
unable to judge whether the prices were high or not. He wanted to help people during the ice
storm. Mr. Rosa, he asserts, gave him a list of generators with corresponding prices. Mr. Giroux
acted as an intermediary between the consumers and Clermont Rosa. The consumers paid Mr.
Giroux for the generators, who then sent the amounts collected to Mr. Rosa.

One week later, the buyers realized that the price paid was too high. Mr. Rosa’s source of supply
was apparently Home Depot in Detroit.

Mr. Giroux was to have sent us proof of his assertions but he has not yet done so.

Note that the consumer’s invoice comes from Clermont Rosa Concrete Foundations Ltd. and
does not constitute an official invoice. We already handled a complaint concerning Clermont
Rosa Concrete Foundations Ltd. and concluded that it was impossible for us to justify it (see
complaint of Mr. McMath, GOUGE023.MCM).
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Complaint GOUGE070.SNI
Consumer

Heather Snipper
Gentlelady Farmer
228 Lowe Road
Ashton ON

Phone: (613) 236-8878

Business
Honda Canada
Summary of the Complaint

Ms. Snipper feels that the Honda company took advantage of the ice storm to raise its prices to
retailers. She bought a Honda 3500 SX generator for $2600. She is not complaining about the
business, but rather, of the practices of the Honda company.

Result of Investigation

The manufacturer’s suggested retail price for this generator is $2429. The consumer therefore
paid $171 more than the suggested retail price.

We tried to ascertain the version of Honda management. We reached Mr. Conrad Briand, Vice-
President of Inolec Inc., a Honda dealer. He is also one of the business’ two owners. According
to him, Honda Canada never raised its generator prices during the ice storm. He stated that the
company went looking for them all over Canada in its main warehouses. It did not pass any
additional costs on to the retailers. Businesses that sell generators at the manufacturer’s
suggested price realize a 23% profit. He also mentioned that they were unable to meet the
demand in Montreal since they focused sales of their merchandise in the so-called “dark triangle”
(the area hardest hit by the power outage, marked out by St-Hyacinthe, St-Jean-sur-Richelieu and
Granby). During the ice storm, Honda sold approximately 6000 generators in Québec and
Ontario.

We also contacted Ms. Linda Delaney in the Customer Service Department of Honda Canada in
Scarborough, Ontario. Ms. Delaney told us that Honda Canada never raised its generator prices
during the ice storm. The manufacturer suggests retail prices to the retailers, but they are free to
sell a product at a price above or below the suggested price. The businesses are independent of
Honda Canada.

Finally, we contacted Mr. Daniel Chicoine, manager of the Sales Department at the Boucherville
office of Honda Canada. Mr. Chicoine told us that Honda Canada set its prices once a year and
that in no way did it change its price structure for its network of dealerships during the ice storm.
In fact, the company even absorbed the additional shipping costs.



Given these comments, we cannot justify the complaint.



Complaint GOUGE074.NEW
Consumer

M. Ronald Newsome
8962 Pana Road
Edwards ON

Phone: (613) 821-1663

Business

Kolmans Wheelsport
1696 Montreal Road
Ottawa ON

K1J 6N5

Phone: (613) 749-2020

Summary of the Complaint

On January 16, 1998, the consumer bought a Honda EM-5000X generator for $2575 plus tax
(see copy of invoice annexed). The serial number is EA72109389. The model number is
EM5000XK1C. As with the complaint of Ms. Snipper (GOUGE070.SNI), Mr. Newsome is not
complaining of the practices of the business, but the trade practices of Honda itself.

Result of Investigation

The manufacturer’s suggested retail price for a Honda EM 5000 X generator is $2559. Therefore,
the consumer paid only $16 more than the retail price.

See the results of the complaint of Ms. Heather Snipper (GOUGEO070.SNI).

The complaint cannot be justified.
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Complaint GOUGE067.GRA
Consumer

Robert J. Gray C.D.
5857 Carman Road
Iroquois ON

KOE 1K0

Business

Al Rent-A-Tool

278 Bridgeland Avenue
Toronto ON

M6A 174

Summary of the Complaint

On January .10, 1998, the consumer bought a Honda 2500 watt generator. The model number is
EZ2500C and the serial number is 1018208. Mr. Gray paid $1499 plus tax (the consumer will
send us a copy of his invoice by mail). When he contacted the business by phone, he was told
that the price of the generator in question was $1099. At the store, the amount charged was
$1499, or $400 more than the price quoted on the phone.

Result of Investigation

The manufacturer’s suggested retail price for a Honda 2500 W generator is $1099. The consumer
therefore paid $400 more than the suggested retail price.

Posing as a consumer, we contacted the business to ascertain the selling price of the generator in
question. A salesperson told us that the price is $1099. We also phoned the Montreal outlet and a

clerk quoted us the same price.

We contacted the business and talked with the manager, Ms. Jula. She believes that the consumer
did not mention the price discrepancy at the time of purchase. They gave a lot of information by
phone, perhaps a salesperson charged the consumer the wrong price. Since the consumer did not
mention the discrepancy at the time of purchase, it would be too late for him to demand a refund.

The consumer paid $400 more for his generator without any valid justification on the business’
part.



Complaint GOUGE(012.THO

Consumer

Jim Thomas

754 Notre-Dame
Embrun ON

Phone: (613) 443-2176

Business

Loiselle Sport Inc.
877, rue Notre-Dame
Embrun ON

KOA 1W0

Phone: (613) 443-3260

Summary of the Complaint

On January 13, 1998, the consumer bought a GEM PRO 5000 generator with a Honda 9 HP
engine, model AV, 5500 watt, serial number GPR50H/UF4-218 (see copy of invoice annexed).
The price paid was $3600 plus tax. The consumer feels he was the victim of price gouging.

Result of Investigation

We contacted the business and talked to the manager, Mr. Etienne Blanchard. He told us that the
business had paid US $1695, or Cdn $2373 for the consumer’s generator (see copy of business’
invoice annexed). The gross profit margin would then be $678 ($3600 - $2373 = $678), or 52%.
Shipping charges (the generators were purchased in the United States) and customs fees and
taxes must be deducted from this gross markup.

We also contacted Mr. Jean-Pierre Daze, a Revenue Canada officer, to ascertain the procedure
used at customs. Mr. Daze told us that a Canadian business which purchases products
manufactured in the United States pays only the 7% GST. However, where these goods are
manufactured in other countries (for example, Honda engines manufactured in Japan), the
business must pay a 6% customs fee plus 7% GST. Therefore, in the case at hand, the business

had to pay the 6% customs fee and the 7% GST.

In Québec, the courts have found a net profit margin of 50% to be reasonable in some cases. In
the case under consideration, the net profit margin is less than 50%.
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Complaint GOUGE072.THI
Consumer

Héléne Thibault

14 Castlebeau, B.P. 768
Embrun ON

Phone: (613) 944-9099

Business

Loiselle Sport

877, rue Notre-Dame
Embrun ON

KOA 1WO0

Phone: (613) 743-3260

Summary of the Complaint

On January 10, 1998, the consumer bought a used Honda EX 1000 generator, serial # EA419992.
The model number is unknown. The price paid is $1430 plus tax (see copy of invoice annexed).
The Loiselle Sport customer feels that the business took advantage of the situation by selling the
generator for too high a price. She also stated that she feels that the generator was used since it
was not packaged and she received no warranty form with it. In addition, she asserts that one of
the employees told her that the generator in question had already been in the store before the
storm; therefore the business did not incur shipping charges for this generator. Note:
subsequently this employee denied having given this information to Ms. Thibault.

Result of Investigation

The manufacturer’s suggested retail price for a new Honda EX 1000 generator is $1069. The
consumer therefore paid $361 more than the suggested retail price. We were unable to determine
the selling price of a used generator of this type.

We have previously contacted the business in question concerning the complaint of Mr. Thomas
(GOUGEO012.THO). We ftried to contact it again to obtain explanations concerning Ms.
Thibault’s complaint. We left a message with Mr. Blanchard, manager of Loiselle Sport, who has
not called us back yet. In the case of Mr. Thomas, Mr. Blanchard had sent us his invoice for the
purchase of the generators in the United States (see copy of this invoice annexed). Ms. Thibault’s
generator model does not appear on this invoice.

Ms. Thibault is of the opinion that she bought a used generator at the price of a new one and
wants to take the business to small claims court. For our part, it is impossible to verify whether
the generator was indeed used or not.



- SN
{ ’L,,.
U | W7

ATERIAL G.S.T.- TPS
— — ~|' PRICE ;..uoum’ R 1‘146@646 Skldﬂa
ST S LOISELLE SFORT iNC.
' : - : ..~ 877 rue Notre-Dame
. " EMBRUN, ONTARIO KDA W0 T
! el S S TEL.: 443-3260 > M
1 \/-/’ £ tEﬂl;Sccouomons NET 30 DAYS.vET 30 Joums Iw eAR MOIS.
b IR AYINTEIINIITS, PN S o s TSN SUIIAICE. bave / /0 18 /r
i . - ) M o NAME Y
, f#’ f‘ fg P:'\T ﬁonu 7793 .
;; - <l v' PrEXNE . i
5K WA/ O<%s | |
°y J4Q8 LOCATIO] i J
} b 700 PHONE ORGER VAKEN B ;YA“'-NG OATE -~ !
H DESCRIPTION OF WORX :
i 1* yA-X. X :
3 ; /Y 76 .09
N : 4
. . ' /po. (O T [
7 ' g/ MATERIAL -
; H : «-—&g" / T . 101aL - ;
- { : . : LABOUR ~
i ) AT,
3 L. C i : v TAX :
2 v - ‘\“ i ? G i .
2 - s e PATE coRETES ThankYou : eav tHis AMounT 2 }
h A RS NS T T
t et e emieccimege .:',-.‘- - . - . f:
o . [ - -
u
v




Complaint GOUGE(047.DAR
Consumer

Angie Darling

R.R#1

Athens ON

K03 1EO

Phone: (613) 924-2092

Business

John O’Brian

J & K Small Engines Sales and Services
RR.#1

Omemee ON

Summary of the Complaint

In early January 1998, and further to an advertisement in the local newspaper, the
complainant bought a used Coleman 5000 W generator for $1100. The owner of the
business told her that the generator was 2 years old. Upon returning home, she was told
by a friend that her generator was in fact 4 years old. In addition, the generator worked
for only three hours before malfunctioning. The complainant contacted the business again
to tell them that the generator no longer worked. The business refused to repair it.

Result of Investigation

The consumer told us that she was withdrawing her complaint since the insurance
company had agreed to reimburse the cost of the generator.



Complaint GOUGE059.MCN
Consumer

Harold McNeely

7093 Boundary Road
Russell ON

Phone: (613) 445-3779

Business

Dickie Moore Equipment Limited
1547 Triole Street

Ottawa ON

Phone: (613) 744-1212

Summary of the Complaint

On January 10, 1998, the consumer bought a Winco 3000 W generator (model
#15378D97). This generator contains a Briggs and Stratton 5 HP motor. He paid
$1523.75 tax included for his generator. He then noticed that a 10 HP generator was
selling at Home Depot for less than $1000. In addition, he complains of the waiting
period at the store and the excessive delivery delay.

Result of Investigation

We tried to reach the consumer nine (9) times without success. He does not have an
answering machine, so we were unable to leave him a message.

Furthermore, in Quebec, this business has been investigated by the Office de la protection
du consommateur and was able to justify the price increases for its generators during the
ice storm. An Office representative told us that the agency was satisfied with the evidence
provided by the business and deemed that there had been no unfair business practices.



Complaint GOUGE079.COO
Consumer

Fraser Cooper

Box 111

Vernon ON

Phone: (613) 821-2826

Business

Tom’s Air Cooled Engine
Vernon ON
Phone: (613) 821-1060

Summary of the Complaint

On January 8, 1998, the consumer bought a Kawasaki 2.9 kW generator for $2587. He
feels he paid too much for his generator.

Result of Investigation

The manufacturer’s suggested retail price for a Kawasaki generator is $2200. Kawasaki
customer service stated that since the retailer is not an authorized Kawasaki distributor,
the consumer probably paid the suggested retail price. The complainant is satisfied with
the explanations and decided to withdraw his complaint.



Complaint GOUGE048.VAL
Consumer

Christine Valliers
RR.#1

Glen Robertson (Ontario)
KO0B 1HO

Tel.: (613) 874-2355

Business

Entrepdt Safe and Sound Storage
Alain Giroux

113 Main Street

Alexandria (Ontario)

Tel.: (613) 525-4910

Summary of the Complaint

On January 13, 1998, the consumer purchased a Generac 5500 generator for $2895 plus taxes
(see copy of invoice annexed) for which she needed to borrow $3300 at 30% from Beneficial
Finance. Furthermore, when the generator was delivered to her, one of the boxes carried a sticker
with the price US $895.50 marked on it.

Results of Investigation

We contacted Mr. Alain Giroux of Entrep6t Safe and Sound who claims that he was only acting
as an intermediary between consumers and Mr. Clermont Rosa of Cornwall. He added that he
was not paid any commission on the sales he made. He also stated that Mr. Rosa contacted him
to find out if people in his area were in need of generators. Apparently, when Mr. Giroux
indicated that this was in fact the case, Mr. Rosa suggested that Mr. Giroux serve as a go-
between. Mr. Giroux only agreed to this as a public service.

We asked Ms. Monique Rosa of Clermont Rosa Concrete Foundations if she knew Mr. Alain
Giroux. She explained to us that they hiad done business with Mr. Giroux during the ice storm;

Mr. Giroux sold generators for Clermont Rosa.

As in the case of Mr. McMath (GOUGE023.MCM), we were unable to determine if the price the
consumer paid can be justified, since representatives of Clermont Rosa Concrete Foundations
would not provide us with proof of the costs they incurred to acquire the generators.
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Complaint
Consumer

Roch Lalande

665 Concession Street
Plantagenet (Ontario)
KO0B 1L0

Tel.: (613) 673-4853

Business

Trudel Home Hardware
100 Besserer

Ottawa (Ontario)

KIN 6A6

Tel.: (613) 233-5601

Summary of the Complaint

On January 10, 1998, the consumer purchased a Mitsubishi GMA-1800 generator for $1350 plus
taxes (see copy of invoice annexed). He thinks this model usually sells for around $600, and
consequently feels that he overpaid for his generator.

Results of Investigation

We were unable to learn the manufacturer’s suggested list price. No one seems to know that
Mitsubishi makes generators for home use.

We contacted the business and spoke with Mr. Rob. Initially, he stated that his company does not
sell Mitsubishi generators. However, upon checking with the clerk who sold the consumer the
generator in question, he realized that he had indeed sold a Mitsubishi generator. He told us that
he did not know the generator’s list price and that he would follow up on our inquiry.

Therefore, we were unable to determine if the consumer paid too high a price for his generator.
We suggested that he contact Mr. Rob, who is currently looking into his complaint, so that they

might come to an agreement.
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Complaint GOUGE(076.HAR
Consumer

Carl Harrison

R.R. # 5 Pittston Road
Spencerville (Ontario)
Tel.: (613) 658-2556

Business

Home Hardware
Spencerville (Ontario)
Tel.: (613) 658-2004

Summary of the Complaint

On January 10, 1998, the consumer purchased a Makita G-5500R generator from Home
Hardware for $2469 plus taxes. The generator was defective, and despite the 30-day warranty,
the business told him to get it repaired in Ottawa. The business finally sent an employee, who
repaired the defective plug. The consumer also feels that he paid too high a price for his

generator.

Results of Investigation

We checked with Makita and found the suggested list price for the generator purchased by the
consumer to be $2901. The generator in question is equipped with a Wisconsin-Robin motor.

The consumer paid $432 less than the list price.

Consequently, the consumer did not pay too high a price for his generator. Furthermore,
according to the manufacturer, it is equipped with an excellent motor.



Complaint GOUGE075.0NE
Consumer

Eugene O’Connell

563 Highway 34 South
Alexandria (Ontario)
Tel.: (613) 525-1866

Business

Home Hardware
Alexandria (Ontario)
Tel.: (613) 525-3151

Summary of the Complaint

On January 10, 1998, the consumer purchased a Honda EM-3500 generator for $3000 plus taxes
(see copy of invoice annexed). The consumer then shopped around and realized that he had paid
a very high price for his generator. He could have purchased the same generator elsewhere for

$1800 to $2300.

Results of Investigation

The manufacturer’s suggested list price for a Honda EM3500 XKI1C is $2199 and the list price
for a Honda EM3500SXKC is $2429. We were unable to determine whether the consumer
purchased the former or the latter model. Nevertheless, he paid between $570 and $800 more

than the list price for his generator.

We contacted Home Hardware and spoke with the owner, Mr. Gilles Ménard. He said that he had
sent two trucks to procure generators in Sault Ste-Marie, Sudbury and Cookstown (about 10 to
12 generators per load). He paid the manufacturer’s suggested list price for most of the
generators, as well as an additional $150 for labour. He adjusted the prices of his generators to
account for the additional costs incurred. Mr. Ménard sent us a copy of his invoice from Mr. Don
Coffey, which shows that he indeed purchased a Honda EM3500 generator for $2836.90 (see

copy of the invoice annexed).

Given the information supplied by the business, it appears the consumer paid a high price for his
generator, but one that is justified by the circumstances.
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Complaint GOUGE023.MCM
Consumer

Blaine McMath
RR.#1

Cornwall (Ontario)
K6H 5R5

Tel.: (613) 931-2904

Business

Clermont Rosa Concrete Foundations
Cornwall (Ontario)

Tel.: (613) 938-0429

Fax.: (613) 938-9812

Summary of the Complaint

On January 12, 1998, the consumer purchased a Generac 5500 XL generator for $2895 plus tax
(see copy of invoice annexed). It should be noted that of the two taxes, the consumer was only
billed GST. The same model generator sells for $1349 at Home Depot (see copy of excerpt from
Home Depot catalogue annexed). On January 26, the consumer sought an explanation from the
business at which time he spoke with Mr. Denis Rosa. He was told that last fall this model
generator was selling for $2200, and carried the same price at the beginning of the storm. But
shouldn’t the flood of generators onto the market at the beginning of the storm have resulted in
lower prices? Sorry, too late, we already have your money; he was told. He was also told that the
generators had been purchased in Detroit, Michigan. However, according to the consumer, a
generator similar to his costs around CDN $1400 in Michigan. Consequently, he believes he paid
between $1200 and $1500 too much for his generator.

Results of Investigation

We were unable to determine the manufacturer’s suggested list price for the generator in
question. However the same generator sells for $1349 at Home Depot. The consumer, then, paid

$1546 more than the Home Depot price.

Posing as a consumer, we contacted the business in question to check the current prices of their
generators. The person with whom we spoke told us that they work in construction, and do not
currently sell generators. However, during the storr, Generac 5500 XL generators were selling
for $2895. They acquired their generators in the US and had sold all the units they had.

We contacted the business in our official capacity and spoke with Ms. Monique Rosa and Mr.
Denis Rosa. They explained to us that their profits from generator sales were somewhere



7
between 20% and 25%. The prices were high because they had to incur considerable costs (taxes,
transportation and labour costs, exchange) to procure the generators in the US (Detroit,
Michigan). They acquired around 100 generators in this way. Their aim was to help people
during the ice storm. We asked them for details on prices paid for generators and other costs
incurred. Subsequently, we received a call from Mr. Jacques Leduc, lawyer for the business who
told us that his client did not have to supply the information requested.

Undoubtedly, the consumer paid a high price for his generator. However, our investigation was
unable to determine whether or not it was justifiable.



JAN-28-98 ©4:21 PN GLEN RUNIONS Yo 1co50> .-

L4

GLENBLAIN FARM

1009 4 Paradot ROAD
RR# 1. ConmwaLL. ONAno KeH SRD
613021.2004
Fax: 613 ©31:2004 graiL aczd02{cLen-Ner.ca

Cathy & Blain McMath
GLENBLAIN FARM

19054 Paragon Road

RR#1, Comwall, Qutario K6IT SRS

January 28, 1998

Veronique Grenair
Consumcrs Aflairs

RE: Generator Overpricing during I'ce Storm 98

Dear Ms. Grenair:

Pleasc find cnelosed n copy of the original bill of sale for a Generac 5500XL generator which was purchased by
us during the recent power oulage in castern Ontario. Also encloscd, is a copy' of the Fall 1997 Home Depol
catalogue which advertised the same make & madel of generator for a price of $1349.00. Assuming that this
would be the normu! price for this gencrator in Canada, we fecl that we have been taken advantage of at a very

vulnerable time.

We needed the gencrator in order to water our herd of Holstein dairy caltle during the power outage. We bought
it out of desperation .

On Monday, January 26, 1998 | spokc with Dennis Rosa, a brother to Clermont Rosa the guy that sold us this
machine becausc | felt that we had been taken advantage of, His response was: Last full a generator like this
would have cost $2200, and would have still cost the same at the beginning of the storm, but ance (he storm was

here all the companies flooded the market with generators, thus putling the price down. But sorry, we have your
moncy and its too jatc!!!

We still fec) this is not the casc, (his is just an excuse because an Monday January 12, 1998 | called a Home
Depot in Albany New York and was quoted a pricc of $994.00 Amcrican dollars plus taxcs; which still would
only be about $1441 Canadian with a 45% cxchange rate. The story had been thal Mr, Rusa had purchased
these machincs in Detroit, Michigan USA, so the price in Michigan should be aboul the same price as in New
York stale, If this is correct it appears that we were overcharged by $1200 to $1500, This is what upsets us.
If you need any further informaltion plcasc do not hesitate (o contact .

Sinc/c;cly.
2&«.;\74’(‘ ’24’/4«72\
Cathy & Blain McMath

) enclosutes
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Complaint GOUGE035/040.POU
Consumer

Marcel Poulin
RR.#2

Brockville ON

K2V 5T2

Tel.: (613) 926-2036

Business

Honda Dealer
Highway 2
Brockville ON

Tel.: (613) 342-5630

Summary of the Complaint

Mr. Poulin bought a generator for which he believes he paid too much. On February 9, he
decided to withdraw his complaint.

Result of Investigation

As the consumer decided to withdraw his complaint, we did not investigate further.



Complaint GOUGE063.CAN
Consumer

Michel Canaff
2280, route 201
Ormstown QC
Tel.: (514) 829-2561

Business

Pieces d’autos H.D.
84, rue Chateauguay
Huntingdon QC
Tel.: (514) 264-6173

Summary of the Complaint

On January 9, 1998, the consumer bought a Homelite LRE 5500 watt generator for $2300 plus
taxes (see copy of invoice annexed). According to the consumer, the manufacturer’s suggested
retail price is $1435. On this basis, he feels that he paid too much for his generator.

Result of Investigation

According to our information, the manufacturer's suggested retail price for the Homelite LRE
5500 is $ 1545. Therefore, the consumer paid $735 more than the suggested retail price of his
generator.

We contacted the business and spoke with the owner, Mr. Harvey. He explained to us that he
traveled to Toronto to get his generators, and that his profit margin was between 20 and 25%. He
justified the price of his generators on the basis that he had to pay taxes, transport costs and a
commission, then add a markup. He also added that the consumers were free to purchase the
generators or not to, and that he had not pressured them in any way. Finally, he stated that he did
not have to provide us with proof of this explanation.

The consumer has sent the business a demand letter and wishes to file a claim in small claims
court if the situation is not resolved to his satisfaction. It will then be up to the judge to decide
whether or not the business possesses valid justification for the price charged.
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Complaint GOUGE077.COD
Consumer

Gary Code

R.R.#2

Brockville ON

Tel.: (613) 926-2907

Business

Genrep Ltd.

25 Capital Drive
Nepean ON

Tel.: (613) 225-9244

Summary of the Complaint

The person ‘bringing the complaint bought a Winco 5000 W generator equipped with a Honda
engine for which he paid $2600 plus taxes (see copy of invoice annexed). He believes he was
taken advantage of, since he saw a better quality Honda generator selling for $1795.

Result of Investigation

We spoke with the General Manager, Mr. Mark Anderson. He explained to us that he had to
spend $2000 to purchase the generator in question, excluding transport and handling costs. He
said that on receiving a written request, he would supply us with proof to this effect. As agreed,
we sent him a written request (see copy of letter annexed). Mr. Anderson then sent us a Winco
price list (see copy of price list annexed), stating that he had had to pay the suggested list price
since he is not an authorized Winco distributor. Nevertheless, we asked him for a proof of
purchase to prove his assertions. He told us that it would be forthcoming. To date, we have not
received anything.
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PHONE NO. : 514 376 1829 Mar. @3 1998 B2:32PM P6

ASSOCIATION DES CONSOMMATEURS DU QUEBEC INC.

3120 RUE MASSON, BUREAU 101, MONTREAL, (Qce) H1Y 1X8
TELEPHONE: (614) 376-8517 « TELECOPIEUR: (614) 376-1029

Montiréal, february l7f;1998.

M. Mark Anderson

General Manager

Genrep 1ltd

25 capital Drive; Ontario
613-225-9244

Maxime Bouffaird
Québec's Consumers Association

Subject: Information tegpest on_generators prices.

M. Anderson

As we spoke earlier today, I'm sending you a regquest for
informations., 1 would need you to send me a proof of the prices
you paid for the 5000W Winco generators, (shipping and handling

too, if it raised the prices),

I'm expecting these informations for Thursday, as you told me

. W,

Maxime Bouffidrd

Thank you for your cooperation.




Genrep Ltd.
Fax

Name: : Maxine Bou{Tard

Organizafion: Associntion des Consosnmateurs Du Quebec
Fax: §14-376-1029

Phone: £14-376-8517

Subject: Your requcst for Generator Prive Verification.
Pages: 2, including this cover sheet.

Date: Fch 17/98

After | got off the phone from you where | confirmed verbally that the Price we paid for the
generators was above the 1400 dollars you fold me you were quoted by Winco | called them right
away and | um LnLlnsing their price lst for you | believe where you are running into problems is -
in the fact the pricc list is in US dollars and you have not taken into account the exchange ratc let

alone the transportation.

After you review this list pleuse give me 4 call (o verify you are sutisfled. Or sf‘you noed more
information,

Ftom the sesk of...

Mark Anciefeoh

General Monsger

25 Capanl O1.
' Nepaun , Ontario X2G OE7
: 0813-7295-0244
Fax: 613.226-4880
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Complaint GOUGE064.JOD

Consumer

Jérome R. Jodoin

6543, Michelangelo Court
North Gore (Ontario)
KOA 2T0

Tel.: (613) 489-2633

Business

Golden Dell Farms

Harold E. Crawford & Sons
RR.#3

Richmond (Ontario)

Tel.: (613) 838-2928

Summary of the Complaint

On January 10, 1998, the consumer purchased a Honda EZ 3500 generator at a cost of $3500
plus taxes (he will be mailing us a copy of the invoice). He later learned that this type of
generator normally sells for $2100. He therefore believes that he paid too much for his generator.

Result of Investigation
The manufacturer’s suggested list price for the Honda EZ 3500 generator is $1579.

We contacted the business, which no longer sells generators, and spoke with Mr. Crawford’s son.
He said that he had not forced anyone to buy his generators at gunpoint, and that the selling price
was reasonable given the circumstances and the urgency of the buyers to protect their most
precious possessions. He further stated that he would not provide us with any document to justify
the price charged to Mr. Jodoin for his generator. He further stated that he would only provide
such proof in court, if need be. He then hung up on us.

The consumer paid $1921 more than the manufacturer’s suggested list price. Given the
business’s comments, the consumer will need to file a motion in small claims court to determine

whether or not the business can justify this substantial price difference.



};

Harold E. Crawford & Sons

AOLOEN DELL FARMS LTD.

RETAIL SALES
AGREEMENT

N2 001510

WE BUY, SEL!. AND TRADE NEW AND USED MACHINERY

i3, 3, RICHMOND, ONTARIO KOA 220
T::.: (613) 838-2928 ~ Fax: (613) 838-3018

S\ \D Sca\,w“\.t_o.,!\_

Daiz \7;:?4‘\/ /C‘//f'\-f’.

Furchaser's Busine:: . luune ! 8us. Tel.
Purchasers Name ___ /. G U . ~ ) ©  Res. Tel.
Address
G.S.T. 0102134335
L : DESCRIPTION OF EQUIPMENT PURCHASED

QTY.W

MANUFACTURER / TYPE OF EQUIFMENT

SERIAL NUMBER | PURCHASE PHICE!

L _loousay -

500

N Mo e £2 3570

Gopet s 3 0ol s

/

/

.DIC&MLQ U€&~

| — e [ e [ e e e |

OPTIONAL EQUIPMEMT

TOTAL
TOTAL
DESCRIPTION OF TRADE-IN PURCHASE PRICE
aTy. DESCRIPTION SERIAL NUMBER | TRADE-IN VALUE | TOTAL TRADE-N
ADJUSTMENTS
(EXPLAIN) :
| | |
! | susToTAL
OPTIONAL EQUIPMENT ! | esrt KAUS .
TCTAL | |
| DECLARE THE ABOVE TO BE FREE I psy REC —
OF LIENS AND ENCUMBRANCES YES( ) NO( ) Signature
LESS DEPOSIT
All equipment sold as is, no warranty X
unless expressed in writing. Signature BALANCE DUE qf? 075 x

| hereby declare my incebtedness in the amount of $ fo be

paid by the dale cf . in the event of non.

payment by the above date ! understand that you can seize the above

described farm implemerit and hold until amount is paid in full,

| hereby cerity that | am ergaged in the business of farming and that the
9oods shown on this invoice will be used exclusively in the conduct of that
business.

Signature

Date

—

THE PURCHASER ACKNOWLEDGES THE ABDVE EXECUTED PURCHASE ORDER




Complaint GOUGE042/008.WEI

Consumer

Mardy Weigenberg

170, Braeside
Dollard-Des-Ormeaux (Québec)
H9A 2B3

Tel.: (514) 733-6469

Business

Dickie Moore

Chemin Cote St-Frangois
St-Laurent (Québec)
Tel.: (415) 333-1212

Summary of the Complaint

On January 9, 1998, the consumer purchased two (2) Honda EZ 5000 watt generators at a cost of
$2100 each (see copy of invoice annexed). He states that the same generator sells for $1524 in
Toronto. For this reason, he believes that he paid too high a price for his generators.

Result of Investigation

The manufacturer’s suggested list price for the Honda EZ 5000 watt generator is $1799.
Consequently, the consumer paid about $300 more than the list price.

We spoke with Mr. Guy Gaudreau, manager of Dickie Moore. He said that during the ice storm,
the prices for his generators were 10% higher than normal since he acquired them from a dealer
in Toronto and transportation costs were higher. The business provided the Consumer Protection
Bureau with proof to that effect. A Bureau representative told us that the organization was
satisfied with the proofs provided by the business and concluded that no price gouging had

occurred.
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Complaint GOUGE062.DOW
Consumer

M. Lynn Dowser
Box 77

Metcalfe (Ontario)
Tel.: (613) 821-2236

Business

Location Dickie Moore
Yvan Deschénes, Manager
1547 rue Triole

Ottawa (Ontario)

Tel.: (613) 744-1212

Summary of the Complaint

On January 11, 1998, the consumer purchased a Winco generator with a 3000 watt Honda motor
at a cost of $1895 plus taxes. He states that over the telephone, the business had promised him a
Honda generator, whereas his invoice states "Winco generator with a Honda motor". Only later
did the consumer understand the meaning of these terms when he contacted a Honda
representative in Toronto. He then realized that he had not purchased a Honda generator, but a

Winco generator with a Honda motor.

Furthermore, the consumer had been told that on delivery, the business would put gas and oil in
the generator and would demonstrate its operation, which was not done. He inquired as to
whether the generator could be returned if it was not powerful enough to meet his needs. The
business stated that since the sale was final, it could not be returned. The consumer did not use
the generator immediately since power to his residence was reconnected. A week later, he tried
without success to use the generator to empty his basement, since it would not start. Even an
army mechanic was unable to start it. At this point, the consumer contacted the business and
explained that the generator did not work, and that he had learned that it was not in fact a Honda

generator as promised over the phone.

Result of Investigation

We contacted Dickie Moore and spoke with the manager, Mr. Yvan Deschénes. He states that he
never promised his customers Honda generators, ard that they were all pre-informed that their
generators would have either Honda or Briggs and Stratton motors [Note du traducteur: voir
errerur dans le francais]. He states that he started all generators sold and provided information
on their proper operation, which the consumer denies. He also states that the type of generator
and motor were marked on the bill prior to customer payment. He proposes that the customer
bring the generator back for inspection, and offers to refund the purchase if a major defect is

found.



9

We suggested to the consumer that he return the generator to the business for inspection and
attempt to reach an agreement with the business.
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Complaint GOUGEQ033.FIT

Consumer

Janet Fitzpatrick
RR.#2

Merrickville (Ontario)
KOG 1INO

Tel.: (613) 269-4672

Business

Genrep Limited

25 Capital Drive
Nepean (Ontario)
Tel.: (613) 225-9244

Summary of the Complaint

From June 17 to June 19, 1998, the consumer rented a 3500 watt generator at a cost of $75 per
day for a total of $225 plus taxes. Her insurance company claims that the normal rate for rental of
a generator is around $40 per day, and refuses to compensate her for a higher amount.
Consequently, she believes she paid too much for the generator rental.

Result of Investigation

On checking with a rental company, Locations d’outils Yves Thériault, we found that generator
rental rates seem to vary according to the intended use of the renter. Rates vary anywhere
between $35 and $90 per day for the same generator depending on whether it will be used for 4
hours or 24 hours per day.

We contacted the rental company in question. We were told that the intended number of hours of
daily use along with the generator’s condition and its point of origin were all factors that
influence rental rates. In Ms. Fitzpatrick’s case, the business had to incur additional costs to

acquire the 3500 watt generator elsewhere.

We told Ms. Fitzpatrick that the rental price paid seemed reasonable given what she used it for.
She will negotiate an agreement with her insurer.
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Complaint GOUGE015.BAU

Consumer

Margaret Bauer

R.R. # 3 - 8540, Franktown
Ashton (Ontario)

KOA 1B0

Tel.: (613) 838-2018

Business

Harold Crawford, Golden Dell Farm Ltd.
2528, Century Road
Richmond (Ontario)
Tel.: (613) 838-2928

Summary of the Complaint

On January 9, 1998, the consumer purchased a Homelite LRI 2500 watt generator from the
business in question, paying $2750 plus taxes (see copy of invoice annexed). The business asked
her to pay in advance, as it claimed to be giving her a very good price. Normally, this business
deals in farm machinery and does not sell generators. After purchasing her generator, she learned
that it normally sells for around $1145. Furthermore, no instruction manual was included with
her generator and no one at the company would explain its operation to her. She finally obtained
information from a plumber who explained that, among other things, she needed to add oil for
her generator to function properly. The consumer feels that she paid a very high price for her
generator, and that she did not receive any customer service. The consumer also stated that a
shipment of ten (10) generators was apparently delivered to Golden Dell Farm, and that the
business apparently supplied its name and telephone number to the fire station so that they could
advise the public that it had become a generator supplier during the storm.

Result of Investigation

The manufacturer’s suggested list price for a Homelite LRI 2500 watt generator is $1145.
Consequently, the consumer paid $1605 more than the list price.

We contacted the business and spoke with one of Mr. Crawford’s sons, who did not identify
himself. He stated that he no longer sells generators. He further added that he hadn’t sold the
consumer the generator with a gun to her head, that-she was over 21, and that if she didn’t want
to buy the generator at the selling price, she was free to shop around and buy elsewhere. He
stated that his father apparently sold Ms. Bauer his own generator, that he did not wish to sell it,
and that he would have gladly kept it to supply his family and neighbors with power. He added
that given the circumstances in which families found themselves during the crisis, $3000 for a
generator was not an excessive amount to pay to save one’s basement or animals. He stated that
proof of costs incurred to justify the high price of his generators would only be provided in court.
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We related the business’s explanation to the consumer, who wishes to file a claim in small claims
court.



No. 491 02-04 '98 15:50 ID:BNR 0950 613 763 8091 PAGE 2

-

GOLDEN DELL FARMS LTD. RETAIL SALES
e, N2 001507
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WE BUY, SELL AND TRADE NEW AND USED MACHINERY
R.A. 3, RICHMOND, ONTARIO KOA 2Z0
* Tel.: (613) 838-2928 - Fax: (613) 838-3018

Purchasers Business Namo [L/ V4 / vl LA /:-Z/l/vt/\
Purchzsers Name /f:v\_ «\/-Q——f ~ fes. Tel.
L4

Address

G.S.T. #C.- . 134335

DESCRIPTION OF EQUIPMENT PURCHASED
MANUFACTURER / TYPE OF EQUIPMENT SERIAL NUMBER | PURCHASE PRICF:

'/4/7-\{‘) o _1}/;1; et 4 IL'_(-Q:L " ‘N'oy 7.{ O
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! /

T TR

—-— e ]

OPTIONAL EQUIPMENT
TOTAL
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e e e e AR XBLANY
— s PO, - R, -
: SUB TOTAL
!071 — ‘ et 1+ ra e : -
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. TOTAL
| DECLARE T ABC" E TO BE FREE . ST, A0
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descubed farm mplem.nt and hold until amount is paid i i :. Date -
. =
THE PURCHASER ACKNOWLEDGES THE ABOVE EXECLTED PURCHASE ORDER Sy o

B
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Complaint GOUGE051.PRE

Consumer

Joan Pretty

RR.#2

Lanark (Ontario)
Tel.: (613) 256-2587

Business

GPM Sales and Service
331 White Wood Avenue
New Liskeard (Ontario)
POJ 1PO

Tel.: (705) 647-7655

Summary of the Complaint

On January 12, 1998, the consumer purchased a Yamaha EF-2600 watt generator for $1800 plus
taxes (see copy of invoice annexed), which turned out not to be powerful enough for her needs.
On January 14, the consumer approached the business in view of returning it, since she had been
promised that it would be powerful enough. The seller refused to take it back, instead proposing
to increase the generator’s power. On January 19, she contacted the business again, and was told
what she had been told on January 14, and also offered a 6000 watt generator for $4000 more.
The consumer finally returned the generator to the business, which called her back to tell her that
her generator’s power could be increased. She was subsequently unable to use her telephone
which was out of commission. She then borrowed $1049 from her neighbor to buy a Honda 3500
generator from another business. GMP did not refund the consumer’s purchase and still has the

Yamaha EF-2600 generator in its possession.

Result of Investigation

We contacted the business which states that it offered to take back the generator before it was
used by the consumer. She apparently refused, as she was in need of it. It was not until five or six
days later that Ms. Pretty called back to try to return the generator. At that time, they apparently
offered to exchange her generator (which by that time they considered used) for another, more
powerful used generator, paying the price difference (the more powerful, used generator was
selling at the price of a new one). It also offered to pay the transportation costs to make the
exchange. According to the business, the consumer thereupon accepted the agreement. On
Wednesday, it went to pick up the generator at the consumer’s home. Even though it had already
ordered the other generator (used one week) the consumer decided not to honour the agreement,
and instead asked for a refund. To resolve the problem, the business proposes selling the
generator and giving her the proceeds from the sale.
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Furthermore, the business states that it paid around $1450 for the Yamaha EF-2600 generator,
since supply problems during the crisis forced it to purchase it from another retailer. The
manufacturer’s suggested list price for this type of model is $1529. We related the business’s
explanation as well as its offer of settlement to the consumer. She refused the offer, adding that
she wished to have a full refund. She pointed out that she only used the generator for four (4)
hours. She says that Visa (she paid for her generator on her credit card) is currently investigating,
and following this investigation, she will decide whether or not to take legal action against the

business.
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Complaint GOUG055.DUL
Consumer

Gaétan Dulude

169, rang St-André

St-Jacques le Mineur (Québec)
JOJ 1Z0

Tel.: (514) 656-1731

Business

Sodifer Inc.

16, rang St-André
Napierville (Québec)
JoJ 1L0

Tel.: (514) 245-0207

Summary of the Complaint

On January 14, 1998, the consumer purchased a Coleman Powerhouse 5000 watt generator (tag
3331) for $2800 plus taxes (see copy of invoice annexed). He suspects that the retailer sold
between 300 and 600 of these generators, profiting substantially from each sale. He believes that
he overpaid for his generator.

Result of Investigation

We checked the manufacturer’s suggested list price for the model in question, which we found to
be $1875. Consequently, the consumer paid $925 over the suggested list price ($2800 - $1875 =

$925).

We contacted Mr. Daniel Garneau, sales representative for Sodifer Inc. He explained to us that
the company had mistakenly overpriced its generators. He agreed to issue a refund of $800 to the
consumer, and has made a public call for all his customers to contact him for a refund.
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Complaint GOUGE014.MCK
Consumer

Kevin Mckay

5, Graham Lake Rd RR#
Mallorytown (Ontario)

KOE 1RO

Phone: (home): (613) 923-5965
Phone: (work): (613) 342-1997

Business

Tom Miller

Owner, Brampton Cycle Ltd
2565, Steels Av. E unit 23
Brampton (Ontario)

Phone: (905) 791-4011

Summary of the Complaint

The consumer contacted the business and asked whether it had Honda generators. He was told it
did. His friend went to pick up the generator at the business and returned with an n.t. Power
Products generator equipped with a Honda GX 160 motor. One feature of this generator model is
that it does not have a frame. The purchase price of this generator was $1600 plus tax (see copy
of consumer’s invoice annexed). The consumer used the generator, but he feels he paid too high
a price for his generator.

Result of Investigation

We contacted the business, posing as a consumer, and asked the price of its generators. The
business described two models: The Honda EM 2500 selling for $1499 (the retail price is $1699)
and the Honda EM 3500 for $1979 (the retail price is $2199).

We then officially contacted the business and talked to Mr. Tom Miller. He explained to us that
he had purchased the generator in question for $1250 from n.t. Power Equipment (see copy of
manufacturer’s invoice annexed). Mr. Miller also specified that he could not have promised the
consumer a Honda generator since he was out of stock on these models the day the consumer

called.

We also contacted the manufacturer, n.t. Power Equipment, who confirmed having sold n.t.
Power Products 2500 generators to the business in question for the price of $1200. By selling this
generator to the consumer for $1600, Mr. Miller realized a profit of about 28%.



The price paid by the consumer does not therefore constitute an abusive price under the
circumstances.
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The following complaints were all filed against the same business:
Carson’s. Its address and phone number are only given once, at the start of the text.
We have annexed the results of our investigation and the relevant documents.

.Business

Carson’s

Hwy. #7 East

Perth ON

P.O.Box 114

K7H 3E3

Phone: (613) 267-3443

Complaint GOUGE002.VID
Consumer

Jeffrey Vidal
Perth ON
Phone: (613) 284-0454

Summary of Complaint

On January 11, 1988, the consumer bought a Generac 4000W generator for $2500 plus
tax. He feels he paid too much for his generator.

Result of Our Investigation

According to Generac USA, the retail price for a Generac 4000 generator is US $1309 (or
about Cdn $1800). However, it was impossible to ascertain that the model purchased was
exactly the same. If so, the consumer would have paid about $700 more than the
suggested retail price. It should be noted that he did not send us a copy of his invoice.



Complaint GOUGE065.REI
Consumer

Robert Reid

RR.#1

Lanark ON

KO0G 1K0

Phone: (613) 259-5712

Summary of Complaint

The complainant told us that his neighbour bought a Honda 1800 W generator on or
about January 4, 1998, for $1699. His neighbour decided he needed a more powerful
generator and offered to sell this one to the complainant. The latter refused, but one of his
friends bought it. His neighbour then returned to Carson’s four (4) days later and bought a
similar generator for $1199. The complainant affirms that the generators in question are

worth $899.
Results of Our Investigation

We told the complainant that it was up to his neighbour to file a complaint and contact us
since we needed to obtain more details about the generator model. We have not received

a call from the neighbour in question.



Complaint GOUGE057.KIL

Consumer

Susan and Dan Killam
RR#2

Carleton Place ON
K7C 3P2

Phone: (613) 257-5432

Summary of Complaint

On January 13, 1998, the complainants bought a Generac 2400 generator for $1900 plus
tax. The next day, they realized that they had paid much too high a price and went back to
the store. The latter then offered them a better quality generator, a Honda EM 2500 X
(EZCN 1068615), for the same price. They accepted the offer and exchanged the
generator (see copies of invoices annexed). A few days later, a neighbour told them that
their Honda generator normally sells for between $500 and $600. They therefore feel that

they paid too much for this second generator.

Result of Our Investigation

The manufacturer’s suggested retail price for a Honda EM 2500 X generator is $1650.
The consumer therefore paid $250 more than the manufacturer’s suggested retail price.
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Complaint GOUGEO058.FIR
Consumer

John Firth
Box 231
Portland ON
K0G 1B0
Phone: Home (613) 272-2141
Work (613) 549-4000 ext. 2663

Summary of Complaint

On January 13, 1998, the consumer bought a Honda EZ 2500 generator (serial #
EZEJI024736) for $1499 plus tax (see copy of invoice annexed). He feels he paid too
much for his generator.

Results of Our Investigation

The manufacturer’s suggested retail price for a Honda EZ 2500 generator is $1099. The
consumer therefore paid $400 than the manufacturer’s suggested retail price.
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Complaint GOUGE078.LON
Consumer

Pierre Longtin

RR.#2

Lanark ON

Phone: Home: (613) 259-2596
Work: (613) 283-8584

Summary of Complaint

The consumer bought two generators, the first on January 9, 1998, for $1599 plus tax, and
the second on January 13, 1998, for $1199. The two generators are of the same model,
Honda EZ 1800 C (see copies of invoices and warranty certificates annexed). He checked
the manufacturer’s suggested retail price and found it to be $1033.85. He feels he paid too

much for his generators.

Results of Our Investigation

The manufacturer’s suggested retail price for a Honda EZ 1800 C generator is in fact
$899. The consumer therefore paid $700 more than the manufacturer’s suggested retail
price for the first generator and $300 more for the second.
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Complaint GOUGE081.JON

Consumer

Lorne Jones

RR.#2

Ashton ON

Phone: (613) 838-5404

Summary of Complaint

On January 10, 1998, the consumer bought a used Suzuki 1400 W generator (serial #
603616) for $1575 plus tax (see copy of invoice annexed). He feels he paid too much for
his generator.

Result of Our Investigation

The manufacturer’s suggested retail price for a new Suzuki 1400 W generator is between
$1299 and $1799. The value of a used generator is obviously less. However, it was
impossible for us to ascertain that value.
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Complaint GOUGE010/011.PEN

Consumer

Brian Penney

89, Chamber Street East
Smith’s Falls ON

K7A 2Y8

Phone: (613) 283-1952

Summary of Complaint

On January 9, 1998, the consumer bought a Honda EX 2400 generator for $3199 plus tax
(see copy of invoice annexed). He feels he paid too much for his generator.

Result of Our Investigation

The manufacturer’s suggested retail price for a Honda EX 2400 generator is $2089. The
consumer therefore paid $1110 more than the manufacturer’s suggested retail price. A
Honda Canada representative told us that the company had received about 24 similar
complaints.
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Complaint GOUGE019.BER
Consumer

Joe Bernard

211, Normand Rogers Drive
Kingston ON

K7N 2RS

Phone: (613) 546-7182

Summary of Complaint

On January 11, 1998, the consumer bought a Generac 5000 W generator (serial no. 437
2841) for $2300 plus tax (see copy of invoice annexed). He feels he paid too much for his

generator.

Result of Investigation

According to Generac USA, the suggested retail price for a Generac 4000 generator is US
$999 (or about Cdn $1400). However, we were unable to determine that the model
purchased was exactly the same. The consumer would then have paid about $900 more

than the suggested retail price.
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Complaint GOUGE(18.RIN

Consumer

Dr. Bill Ring

135 Ormond Street
Suite 103

Brockville ON

K6V 5Y2

Phone: (613) 498-2141

Summary of Complaint

On January 9, 1998, the consumer bought a Honda EM 3500 X generator for $2600 plus
tax (see copy of invoice annexed). He feels that he paid too much for his generator.

Result of Investigation

The manufacturer’s suggested retail price for a Honda EM 3500 X generator is $2200.
Therefore, the consumer paid $400 more than the suggested retail price.
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Complaint GOUGE020.MCM
Consumer

Barbara McMillan
RR.#1

Smith Falls ON

K7A 5B8

Phone: (613) 283-9802

Summary of Complaint

On January 11, 1998, the consumer bought a Generac 4000 W generator (model #
097771) for $2400 plus tax (see copy of invoice annexed). She feels she paid too much

for her generator.

Result of Investigation

According to Generac USA, the suggested retail price for a Generac 4000 generator is US
$999 (or about Cdn $1400). However, we were unable to determine that the model
purchased was exactly the same. If so, the consumer would then have paid about $1000

more than the suggested retail price.
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Complaint GOUGE025.POL
Consumer

Ron Pollard

R.R. # 1, 786 Porter Road
Westport ON

KO0G 1X0

Phone: (613) 273-5491

Summary of the Complaint

On January 8, 1998, the consumer bought a Honda EM 3500 SX generator for $2600 plus
tax (see copy of invoice annexed). He feels he paid too much for his generator.

Result of Investigation

The manufacturer’s suggested retail price for a Honda EM 3500 SX generator is $2430.
Therefore the consumer paid $170 more than the suggested retail price.
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Complaint GOUGE026.DOU
Consumer

Gay and Patrick Doughty
RR.#6

Perth ON

K7H 3C8

Phone: (613) 267-5829

Summary of Complaint

The complainants bought a second-hand Suzuki 4000 W generator for $2900 plus tax.
The generator in question was six (6) months old. They saw the same generator selling
new for $2000 at another store. They feel they paid too much for their generator.

Results of Qur Investigation

The manufacturer’s suggested retail price for a Suzuki 4000 W generator is $1999. The
price of a used generator could amount to $500.



Complaint GOUGE039.MCD
Consumer

Tony McDonald
RR.#5

Perth ON

K7H 3C7

Phone: (613) 267-5684

Summary of Complaint

On January 8, 1998, the consumer bought a Homelite LR 4400 generator for $2435 plus
tax. He saw the same generator at Perth Small Engine selling for $1530. He feels he paid
too much for this generator.

Results of QOur Investigation

The manufacturer’s suggested retail price for a Homelite LR 4400 generator is $1070.
The consumer therefore paid $1365 more than the manufacturer’s suggested retail price.
The consumer no longer had the invoice in his possession and told us that he was in the
process of negotiating with the business.



Sequence of Events - Carson’s File

03/02/98
Generator prices requested from Carson’s

Honda EM-2500 $1699
EM-3500 $2200

Suzuki 8000 W $4000

03/02/98
Telephone conversation with Mr. Rick White, Manager

Mr. White stated that he had had supply problems which had forced him to purchase
generators from various dealers in other regions. The US-imported Generac generators were
expensive. The owner had proof of this, but was unavailable for comment. He was to return our
call as soon as he was back at work. According to Mr. White, Carson’s had been repairing
generators free of charge for the previous week.

04/02/98
Telephone conversation with Carson’s owner, Mr. Shawn Carson

Mr. Carson claimed that a delivery delay on the part of Honda caused him to incur extra
costs to acquire his generator stock. He maintained that he had had to pay overtime and transport
costs to meet the demand. For this reason, he had had to pay higher-than-normal costs for some
models. He claimed that he was able to provide proof of his statements and was ready to explain
his actions to each of the complainants.

Mr. Carson stated that before each sale, customers had been informed that generator
prices were higher than normal.

I called each of the complainants to inform them that Mr. Carson had agreed to provide
them with an explanation. I asked them to contact him, and to keep me up-to-date on any action
on their part and the results thereof. The majority told me that they had not been aware of the
higher prices, and some did not believe that Mr. Carson had acted in good faith. He had already
given them explanations which they had found unconvincing.



09/02/98
Telephone conversation with Honda and Generac personnel

I contacted Honda at (416) 284-8110 to confirm the claims of some of the complainants
that they had contacted Honda themselves to verify that their generators had been delivered
directly to Carson’s. Ms. Linda Delaney, a customer service representative, confirmed that this
was so. I asked for documentation to this effect (shipping dates, number of generators shipped,
quantity, models and serial numbers). To obtain this information, a request must be made to
Honda Canada’s Customer Relations Department, which forwards the request to the Power
Equipment Service (fax: (416) 287-9205). I did not do this, as I intended to ask Mr. Carson for

these proofs.

I was unable to confirm most of the serial numbers with US-based Generac (1-800-270-
1408), since they do not appear in their computer. I was told that their only CSA-approved
generator is the Generac 4000XL, model 9777 or 9878. I was also told that Generac usually deals
only with Home Depot, which explains the difficulty in tracing some serial numbers (see

2.2

document entitled “Suggested Retail Price of Generators Purchased from Carson’s” annexed).

09/02/98
Telephone conversation with Mr. Shawn Carson

I related the complainants’ comments to Mr. Carson, i.e., that most had not been
informed that prices would be higher than normal. Mr. Carson claimed that they were lying, and
that everyone had been so informed. I asked Mr. Carson whether any of the complainants had
contacted him (I kept their names confidential throughout). He told me that to his knowledge, no
one other than people with whom he was already dealing had contacted him. I told him about the
information obtained from Honda. Mr. Carson stated that he had paid for a tractor-trailer to travel
to Toronto to pick-up the Honda generators. He had done likewise for the Generac generators,
which he had procured from a Buffalo dealer whose name he no longer remembered. He stated
that at the time of the sale, he was unaware of Generac’s suggested retail price. I asked him for
proof of the extra expenses he incurred that could justify the higher prices of his generators. He
asked me to give him a day or two to gather the documentation.

13/02/98
Callback to Mr. Carson

Mr. Carson was not in. He was to call me back.

13/02/98
Information obtained from Mr. Pierre Longtin (GOUGE(078.LON)

Mr. Shawn Carson rented the truck belonging to his father, Mr. Dave Carson, in order to
pick up the Honda generators. Mr. Longtin spoke with the driver of the truck who revealed that



3
the elder Mr. Carson had rented the truck to his son for $70 per hour, and that its cargo came
from the Brampton Honda Warehouse.

16/02/98
Request for information from Honda Canada
I faxed Honda Canada to request information on the generators purchased from Carson’s

(suggested retail price, price paid by the business, shipping, transport and receiving dates, and
shipper) (see copy of request annexed).

16/02/98 - 11:20 a.m.
Phone call to Mr. Carson

I was told that Mr. Carson had just left for a meeting which was to run until 1 p.m., after
which he had another, and that he was not expected back until the following day. I left another
message, insisting that he call me back the same day.

17/02/98
Return phone call from Mr. Carson

Mr. Carson told me that he had recently been ill, and that he was waiting for documents
from Honda to clarify the misunderstanding regarding the generator shipment. I told him about
the assertion of one of the complainants that the truck he had rented belonged to his father, Mr.
Dave Carson. He stated that the truck belonged to another company. At any rate, he asked, why
was this important? He stated that “business is business.” To clarify the matter, I offered to send
him a list of the generators (brand, model, date of purchase) on which he would then provide
proof of purchase and extra expenses incurred (see document entitled “List of Generators
Purchased from Carson’s,” annexed). I told him that I understood his explanation that he had
distributed the supplemental costs over all the generators, but that I needed proof that he had paid
a higher price for a significant proportion of his generators.

He promised to fax me the information the following morning. Mr. Carson’s fax number
is (613) 267-3275.

18/02/98
Conversation with Mr. Carson

Mr. Carson stated that the purchase dates that we had sent him did not correspond with
those on the invoices in his possession, and that he was unable to trace the generators. He stated
that he needed more information, such as the purchaser’s names and the serial numbers. He
stated that he had dealt with over ten dealers and suppliers during the storm, and that to trace a
generator back to its supplier, he would have to look into each one on a case-by-case basis (see
copy of letter and additional information sent to Mr. Carson, annexed).

20/02/98



Receipt of Mr. Shawn Carson’s letter (see copy of letter annexed)

24/02/98

Reply to Mr. Carson’s letter and transfer of file to Mr. Jean-Baptiste Renaud (see copy of
reply annexed)



Liste des génératrices achetées chez Carson's

Modele

Honda

EZ-1800
EZ-1800
EZ-1800
EX-2400
EM-2500
EZ-2500
EM-3500
EM-3500x
EM-3500sx

Generac
2400
4000
5000

Suzuki
1400w
4000W(?)

Homelite
4400

Prix payé Date

1699.00
1838.85
1378.85
3678.85
2185.00
1499.00
3450.00
2783.00
2782.00

2185.00
2758.85
2000.00

1795.00u
2900.00u

2760.00

04/01
09/01
13/01
09/01
13/01
13/01
10/01
09/01
08/01

14/01
11/01
11/01

10/01

08/01

# de série

Réf.

plainte voisin ACQ-030

EZEH1004068
EZEH1005606
Brian Penney
EZCN1068615
EZEJ1024736

2111234
1120232

4524500 (Ech.)
4532228
X 4372841

003616

perdu facture

ACQ-032
ACQ-032
010/011.PEN
ACQ-025%*
ACQ-024
ACQ-035
ACQ-009
ACQ-010

ACQ-025*
ACQ-008
019.BER

]

ACQ-033
026.DoU

039.MCD



Prix de détail suggérés,
pour les génératrices achetées chez Carson's

_ Honda
: EZ-1800c 899,00
EzZ-1800xklc 1399.00
EX-2400klc 2089.00 (disjoncteurs etc...)
Ez-2500C 1099.00 (demi-cadre)
EM-2500xklc 1649.00 (disjoncteurs, etc...)
EM-3500c 1579.00
EM-3500xklc 2199.00
EM-3500sxkc 2429.00 (dém. électr.)
Generac
2400 ?
14000 1309.00 US (1714.00 CAN, modeéle 9777 ou 9878)
5000 999.00 US (modele 09719-2)
Suzuki
1400w 1299.00 neuve, usagée -300.00 (SvV1400)
4000w 1999.00 neuve, usagée -500.00 (Sv4000PD)
Homelite
LR4400 1069.99
LRE4400 1289.99
LRI4400 1344.99

LRIE4400 1609.99



ASSOCIATION DES CONSOMMATEURS DU QUEBEC INC.

3120 RUE MASSON, BUREAU 101, MONTREAL, {Qc) H1Y 1X8
TELEPHONE: (514) 376-8517 « TELECOPIEUR: (514) 376-1029

Montréal, le 16 février 1998.

Honda Canada
Customer Service
Linda Delaney
Tél.: 416-284-8110
Fax.: 416-287-9205

Maxime Bouffard.
Québec's Consumers Association

Subject: Request for Honda generators prices, and informations
about shipping to Carson's Honda dealer from Perth.

As you suggested in our conversation on the february 6th, I'm
asking for written informations about generators sold to Carson's
Honda dealer (Highway 7 east, P.O. Box 114, Perth, Ontario, K7H

3E3).

Many complaints were transmitted to my office, by the Competition
bureau, concerning generators bought at Carson's Honda dealer.
Some Ontario's customers felt gouged after dicovering that their
generators were sold cheaper at another store.

In order to complete my inquiry, I would need a printed document

listing the retail prices suggested, and the price paid by the
dealer for the generators listed below. Also I would like to know
when those generators were ordered, shipped, received, and who paid
for transport, if ever you know these informations.

I already ask those information to M. Shawn Carson's the owner who
told me he will sent them to me, but I feel he's trying to win time
and won't give me the informations.

Can you transmit my request to the Power equipment service, please.

Thank you in advance, Mrs Delaney, for your help!



ASSOCIATION DES CONSOMMATEURS DU QUEBEC INC.

3120 RUE MASSON, BUREAU 101, MONTREAL, (Qc) H1Y 1X8
TELEPHONE: (514) 376-8517 - TELECOPIEUR: (514) 376-1029

To Honda's customers service

List of generators bought at Carson's

Honda

EZ-1800

EZ-1800 EZEH1004068
EZ-1800 EZEH1005606
EX-2400

EM-2500 EZCN1068615
EZ-2500 EZEJ1024736
EM-3500

EM-3500x 2111234

EM-3500sx 1120232

The generators were sold By Carson's (date written on the bills)
between January 4th and 13th



ASSOCIATION DES CONSOMMATEURS DU QUEBEC INC.

3120 RUE MASSON, BUREAU 101, MONTREAL, (Qc) H1Y 1X8
TELEPHONE: (514) 376-8517 - TELECOPIEUR: {514) 376-1029

Montréal, february 19, 1998.

M. Shawn Carson
Carson's

HWY #7 east
Perth, Ontario
P.O. Box 114
K7H 3E3

Maxime Bouffard.
Québec's Consumers Association

Subject: Addition in ations about nera s

M. Carson

As we spoke yesterday, I'm sending you more informations about
the list of generators I sent you previously. These will help you
to find out where the generators came from and how much you had to
pay for those. As soon as you find out, please send back the
informations to me. If you can't find information on those which
I didn't received the copy of the invoice yet, it doesn't matter
for now.

And as 1 explained yesterday on the phone, our associations
(Québec's Consumers Association, and Consumers Option) has been
given by Industry Canada's Consumer Affairs the mandate to
investigate on complaints lodged to their office during the ice
storm.

I hope these informations will be sufficent to complete the
researches for informations on the generators.




Serial numbers and price paid for generators

Make and model

Honda
EZ-1800
EZ-1800
EZ-1800
EX-2400

* EM-2500
EZ-2500
EM-3500
EM-3500x
EM-3500sx

Generac

* 2400
4000
5000

Suzuki
used 1400w
used 4000w

Homelite
4400

NOMBRE DE PAGES INLUANT CELLE-CI:

REMARQUES:

Paid

1699.00
1838.85
1378.85
3678.85
2185.00
1499.00
3450.00
2783.00
2782.00

2185.00
2758.85
2000.00

1795.00
2900.00

2760.00

04/01
09701
13/01
09/01
13/01
13/01
10/01
09/01
08/01

14/01
11/01
11/01

10/01
>

08701

Serial #

waiting for copy of bill
EZEH1004068
EZEH1005606
Brian Penney
EZCN1068615
EZEJ1024736
waiting for copy of bill
2111234

1120232

(exchange)

4524500 (exchange)
4532228
X 4372841

003616
waiting for copy of bill

lost the bill

5
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CARSON’S

February 20, 19398 Service After Sales Since 1949

ATT: MAXIME

I do not mind participating in your study if I feel it is done in
- a fair and non-biased manner. However, I do have many concerns
before going any further as, (after consultation) I am led to
believe that we have no legal obligation to participate. First
of all, any correspondence up to this date, will not be used in a
detrimental manner as I feel you falsely represented yourself as

Consumers Affairs.

If your organization has been hired by Consumers Affairs or
Industry Canada (as you say), I would like your contacts name &
phone number. I am confident if the issue is dealt with in a
reasonable, fair and factual manner, we will not suffer in any

way.

However, since some of my previous statements have been changed,
deleted, added to and manipulated, I feel I must inform you that
any use of my name, or correspondence without my written consent,
will result in appropriate legal action. I will not be a victim
of a biased or slanderous witch hunt. I again request to know,
what are my legal rights and obligations? If you are not able to
properly explain them, please put me in touch with whomever can.
Please note that I will be away from the 25th of February to
March 4th. Therefore, if I cannot properly respond due to lack
of information from you,and I will not tolerate any requests,
publicity, reports or action etc. of any sort in regards to these
matters, in my absence or without my written approval. Please
govern yourself and your associates accordingly.

In regards to lack of information - let's disregard any units
without proper information, ie.) lost Bill of Sale or lack of
Name, date, waiting for bill of sale etc. Also, if a client has
resold this unit to another party for the same amount of money,
who am I to deal with? I feel if I have offered to help the
second person and the first person locst no money, then he
shouldn't complain. Also, there are units listed that we did not
sell, period! Therefore, I must insist on seeing the Bills of
Sale, you claim you have. Also, the majority of prices you list
are inaccurate and untrue, 80 it is hard to defend ourselves.
Please list specifically the actual complaint with each unit and
circumgtances under which the customer claims they purchased it,
with details. I am confident you will find this will result in
no, or very few valid complaints. Then, if necessary, we can
deal with them in a proper manner. )

Sincegely,

Shawn Carson



ASSOCIATION DES CONSOMMATEURS DU QUEBEC INC.

3120 RUE MASSON, BUREAU 101, MONTRE’AL. {Qc) H1Y 1X8
TELEPHONE: (514) 376-8517 + TELECOPIEUR: (514) 376-1029

Montréal, february 24, 1998.

M. Shawn Carson
Carson's

HWY #7 east
Perth, Ontario
P.0. Box 114
K7H 3E3

Maxime Bouffard.
Québec's Consumers Association

Subject: Confirmation of receiving your fax, and answer to your
regu i i R

M. Carson,

Despite what you wrote in your letter of february 20, I never
identified myself as representing Consumers Affairs, (this is a
false statement from yourself). I always said I was representing
Consumers Agsociation.
Regarding your legal rights and obligations, M. Jean Baptiste
Renaud of Consommation bureau will call you back, (his phone number
is 613-952-1915). The General Director of Consommation Bureau, M.
David Fransen, will also be informed of the case. Here is the

adress of the Consommation Bureau:

Industry Canada, Consommation Bureau
235 Queen, 9th floor, east tower, Ottawa, Canada, K1A OHS5

I now transfer the case to them. They will decide if others
informations has to be given to you about the complaints or not.
I am keeping the copies of the invoices at my office for now, but
may transfer them to their office on their request. All the
informations I gave you are coming either from those copies, (with
Carson's headletter on top of each), or from the complainants.

Hope this will fit your request about your rights.

itine %/

Maxime B ard.
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Carson Centre, RR €, Hwy. 7
Perth, Ontario K7H 3C8
T.L: (613) 267-3443 Fax: (613) 267-3275

Jafngary 19, 1998

Shawn Carson and the staff of Carson's Suzuki of

Perth would like to thank all customers who patiently
waited for Carson'’s to travel from one end of Ontario
to the other and into the United States, to fill their .
requests for emergency generators c"iring these very-.

difficult times. |

Unfortunately, our own costs increased due to hiring
extra staff, truck rentals and working around the clock
under stressful and dangerous conditions. Having to
bypass normal and slower channels to obtain customer:
requested units created a large increase in costs to
custorners. This was explained to customers singly and
in line-ups, when purchasing their generators.

To the custorners who agreed to.the higher costs and
have since called to profusely thank our staff - we thank

you.

To the small number of purchasers who understood

and agreed to the prices and who, after having their
hydro restoi ..., claim they were gouged or who claim
they could have purchased similar units more cheaply
elsewhere - our inquiries show that many other places. -
did not have comparable units available and could not
fill the emergency requests by customers.

Carson's Inc. was pleased to meet the challenge of

. supplying our customers’ demands and needs in this

emergency situalion.

Yours truly,
‘:'S'hawn Carson . ) ___ |
Owner and Proprietor L &: .

NS4 cempveane o

- v v



V3713798

VU ay PAA DLJY LOU (VVUD

By Maurecn Pegg

Local reail outlets were kept hop-
ping ls. veek rying to fill the high
demand for generarors.

With power out for sewv.
rural areas and threatening to be out
for as much as a week longer. many
residents decided purchasing a gencr-
ator might be their salvation,

The rush to buy such items causcd
supply probicins for local retail out-
lets. As weather got colder, the

* demand becemc greater and dealers
- scrambled ro Re¢p up.

Snawn Carsan, of Carsos Suzuki,
found reguiar suppliers could not
provide gencrulors as quickly as his
customers required. As a result, hc
purchascd generators, oficn at rerail
prices, from dealers outside the storm
arca. :

He bought his genefators in the
northemn United States and as far in
north Ontario as Ncw Liskard. Only
a portion. of approximately 50 gen-
erators sold came through Carson's
regular channels. In some cases he

* was able 10 buy ten generators at a

lime, in other cases he was ablic to
pick up just two os fliree.

One gencrator was loaned 10 a
shclter near Smiths Falls,

During the storrn, Carson’s Farm
Supplv wr-  shur  down  am
employees o2 ot operations ke
for 20 hotirs 2 Guy buying and <-ige
gencrarors, his, Carson sz'€ &

"We rerien mminks, e Gired rr-x-w-
posis. Many ol our empleyee i Ui
shop had litlic sleep for several d-ws
Most of them worked myuicad of
staying honn  with their famiiics,
who were 2lso withou! power.”

He said ali customers we¢.  uild

:at the gencrators they purch';sm

during the siorit would likelv drop in
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price afterwards. Customets were
happy, he said, jusr 10 have the gen-
erators Lo heat their homes during the
“mergenc:
wur core business is not gener-
ators. We shut down our whole busi-
ness to scll generalors. There's an
overliead tnere. We have to pay our
~-uployees and pay trucking costs.”
Compounding the problcm was the
fact that there are many different
models and makes of generaross,
resulting in a yreat variance in price.

During the heiahit 47 the storm, he "

wzs sclling generators to peaple
living. three and o hours from
outside the Perth arca.

"We were buying wherever we
could get them at whatever price we
had 1o pay," he said.

Steve Sargeant,
Engines, also ran inro supply prob-’
lems. "1 couldn't ger gencrators from.
my regular suppliers. I was told it
would be two wccks before [ could
get them."

As a result, he wurmed to other
dealers for a supply. "Some of the
other dealers jacked up the prices,
then we had to pay {reight costs.”

Mr. Sargcani we:t to Haliburton
on two separalc occariuns to pick un
generators and paid :hore than the
regeiar ren prive U0 thamy,

When he came bk 10 Perth, he

cddel i reaaly merker 110 percent) to
aiors to kels

@

il prxce 07 b
cover ner
He sold zppre-. *
z1ors diring the i “he storm.
He alho has oo pendrators
whiclt camc in this pyst Sunday from
Colorado, a day later than he had
pri.aised. He ‘o prespective cus-
temers if they couls gt = generalor
somewhere clse i0 gu ahcad. Now

CTAS,
ely 30 gener-

Perth Small *

Generating woes - supply and demand

that wic power is on, people have
decided they don't want the gener-
ators and have cancclle.. .hejr orders.
"l paid big moncy o el ' -m here
and I'm stuck with them.”
Mr. Sargeant loancd several gener-
ators and w: s to fire volun-
teers to he usvu 1n rescue efforts.

Hc and his stafl put in 18 hours 3
Ly during the week, At some times
itc had as many 25 20 people lined up
11 = shop for repairs, he said.

il Somzville, of Somerville
Fama Supplics, wus also oying to
lielp his cusiomers, "The biggest
problem was’ that everything was
going o Momreal, that's what the
media was say mg, that it was the
worst hit arca.

He said he liad penerators on order
from a dculer and when the storm
came, he doubled the arder, but the
supplier was not able 10 meet the
order,

“The companicshad their problems
tou. They were oul trying 10 buy
back.gencrators from dealers to help
get ithem 1o this arez2.”

Hc called another of his suppliers,
Coleman, who “be: ovuer backwards™
10 help him 2@ sent up a supply
Nebnska "Ti\e\' came inlo
waturday. 1 deet 2 down and
a4 we opened Sun-
Jaw v cglled e v body we B=d on

% uis! and l_': them e
acnarators,”

Niso Meererviile wnd peighbeows
Steve Greham, wha vwens wn automao-
tive shop, outfilted a vehicle with a
generator, @ hemer and a .. ~o, Mz,
Graham wenr out on (hc roads
ussist people in trouiie. Another
senerator was s w0 Dnummond

Towaship.

“ram
canin K
micked rhcm up 2

l‘4

*ve had’
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The following complaints all relate to a single business: Gilles Beaudry Farm Supply
Incorporated. Its address and phone number are therefore given only once, at the
beginning of the list. The outcome of our discussions with the company is found at the end
of the list.

Business

Gilles Beaudry Farm Supply Incorporated
Box 550, rue St-Laurent

Winchester ON

KO0C 2K0

Tel.: (613) 774-3661 or 3662 or 3660

Complaint GOUGE045.AND
Consumer

John Anderson
RR.#2

Prescott ON

KOE 1T0

Tel.: (613) 925-5754

Summary of the Complaint

On January 11, 1998, the consumer purchased a Homelite LR 2500 (UTO3773-A) generator
from the business in question, for which he paid $2000 plus taxes (see copy of invoice annexed).
He believes he paid much too high a price for his generator.

Result of Investigation

The manufacturer’s suggested list price for the model purchased by the consumer is $915, which
means that he paid $1085 over the suggested list price ($2000 - $915 = $1085).
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Complaint GOUGE049.THO
Consumer

Joel Thompson
RR.#2

Boundary Road North
Mountain ON

KOE 1S0

Tel.: (613) 258-4452

Summary of the Complaint

On January 12, 1998 the consumer purchased a Coleman Vantage 3500 watt generator
(PMO0473503) from the company in question at a cost of $2200 (see copy of invoice annexed).
He believes he paid much too high a price, since he noticed that the Canadian Tire catalog
advertises the same model generator for $999.

Result of Investigation

The manufacturer’s suggested list price for this model is $1675, while the Canadian Tire sale
price for this generator is $999 (see excerpt from Canadian Tire catalogue annexed). This means
that the consumer paid $525 over the list price and $1200 over the Canadian Tire price.
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TEL. 613-989-2838
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TEL.: (813) 774-3661

Box 550

GIL BEAUDRY

. Bt. Lawience St

Winchaesie?, Ontario
KoC 2Ko

FARM SUPPLY INC.
BUY SELL OR TRADE

NEW & USED FARM EQUIPMENT
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{613) 774-36682
(613) 7743860
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Complaint GOUGE(041.WAD
Consumer

Brenda Wadell
RR.#1

Chesterville ON
KOC 1HO

Tel.: (613) 448-3504

Summary of the Complaint

On January 11, 1998, the consumer purchased a Coleman Maxa 5000 ER generator

(PM0525202) from the business in question, for which she paid $2700 plus taxes (see copy of
invoice annexed). She believes she overpaid considerably for her generator, which normally sells

for between $900 and $1100.

Result of Investigation

The manufacturer’s suggested list price for this generator is $1425. At Wal-Mart, the same
generator currently sells for approximately $1000. Consequently, the consumer overpaid by
$1275 with respect to the list price ($2700 - $1425 = $1275) and $1700 with respect to the Wal-

Mart price.
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Complaint GOUGE34/036.BAK
Consumer

Mike Baker

RR. #1

Lunenburg ON

KOC 1RO

Tel.: (613) 537-8533

Summary of the Complaint

On January 11, 1998, the consumer purchased a Coleman Maxa 5000 generator (PM0525202)
for which he paid $2700 plus taxes (see copy of invoice annexed). He noticed that Wal-Mart sells
the same generator for around $850, and for this reason believes that he overpaid considerably

for his generator.

Result of Investigation

The manufacturer’s suggested list price for this generator is $1425. At Wal-Mart, the same model
currently sells for around $1000. Consequently, the consumer overpaid by $1275 with respect to
the list price ($2700 - $1425 = $1275) and $1700 with respect to the Wal-Mart price.
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Complaint GOUGE050.BEN
Consumer

Rock Benoit

462 Fred
Winchester ON
KO0C 2K0

Tel.: (613) 774-3728

Summary of the Complaint

The consumer purchased a Homelite LRIE 4400 generator (UTO 3789-B) from the business in
question for $2800 plus taxes (he will be mailing us a copy of the invoice). He points out that the
same generator is currently selling for around $1200, and consequently believes that he overpaid

for his generator.

Result of Investigation

The manufacturer’s suggested list price for this model generator is $1610. The consumer, then,
paid $1190 more than the suggested list price ($2800 - $1610 = $1190).



Complaint GOUGE056.CAS

Consumer

Earl Casselman

Box 487

Winchester ON
KO0C 2K0

Tel.: (613) 774-3628

Summary of the Complaint

On January 11, 1998, the consumer purchased a Coleman Vantage 3500 generator (PM0473503)
for which he spent $2200 plus tax (see copy of invoice annexed). It should be noted that the
consumer paid only GST. The consumer noticed that the Canadian Tire Catalogue advertises the
same model generator for $999, and he thus believes that he overpaid for his generator.

Result of Investigation

The manufacturer’s suggested list price for this model generator is $1675, which means that the
consumer overpaid by $525 with respect to the suggested list price ($2200 - $1675 = $525), and
$1200 with respect to the Canadian Tire price.
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Complaint GOUGE053.KIR

Consumer

Karen Kirchmeier
RR.#3

Mountain ON

KOE 1S0

Tel.: (613) 989-2279

Summary of the Complaint

On January 11, 1998, the consumer purchased a Coleman Maxa 5000 generator (PM0525202)
for which she paid $2700 plus taxes (see copy of invoice annexed). She mentioned that
approximately 100 farmers who purchased generators from this business have met to discuss
measures of redress. Like a number of other people, she believes that she overpaid considerably

for her generator.

Result of Ihvestigation

The manufacturer’s suggested list price for this generator is $1425. At Wal-Mart, the same
generator currently sells for around $1000. Consequently, the consumer overpaid by $1275 with
respect to the list price ($2700 - $1425 = $1275) and $1700 with respect to the Wal-Mart price.
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Complaint GOUGE054.QUE

Consumer

Lucien Quesnel

531 St-Isidore East
Castleman ON

Tel.: (613) 764-1844

Summary of the Complaint

On January 11, 1998, the consumer purchased a Coleman Maxa 5000 generator (PM0525202)
for which he paid $2700 plus taxes (see appendices for a copy of the invoice). He checked with
Home Depot and found that they sell the same generator for $900. For this reason, he believes
that he overpaid considerably for his generator.

Result of Investigation

The manufacturer’s suggested list price for this generator is $1425. At Wal-Mart, the same
generator currently sells for around $1000. Consequently, the consumer overpaid by $1275 with
respect to the list price ($2700 - $1425 = $1275) and $1700 with respect to the Wal-Mart price.
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Complaint GOUGE052.PRE

Consumer

Piet Kerkhof
RR.#2

Mountain ON

KOE 1S0

Tel.: (613) 774-5301

Summary of the Complaint

On January 11, 1998, the consumer purchased a Coleman Maxa 5000 generator (PM0525202)
for which he paid $2700 plus taxes (he will be mailing us a copy of the invoice shortly). The
same model sells for around $890 at Home Depot and $850 at Wal-Mart. [Note du traducteur:
écart entre chiffre $850 ici et $1000 dans paragraphe suivant; écrire plutot, “the consumer
claimed that the same model...”] For this reason, he believes that he overpaid considerably for

his generator.

Result of Investigation

The manufacturer’s suggested list price for this generator is $1425. At Wal-Mart, the same
generator currently sells for around $1000. Consequently, the consumer overpaid by $1275 with
respect to the list price ($2700 - $1425 = $1275) and $1700 with respect to the Wal-Mart price.



Complaint GOUGE007.DUN
Consumer

Ken Dunlop
RR.#2

Finch (Ontario)

KOC 1KO0

Tel.: (613) 984-2453

Summary of the Complaint

On January 11, 1998, the consumer purchased a Generac 5000 watt generator (model # 09719-2)
from the business in question, paying $2700 (see copy of invoice annexed). He believes he paid
too much for his generator.

Result of Investigation

The manufacturer’s suggested retail price for the Generac 5000 watt generator (model # 09719-2)
is US $999 (around $1400 Canadian). The consumer, then, paid $1300 more than the list price of

his generator.



T3 1‘5143“b10.;’3 P.a1

g vV ) 1

01-01-1568 ©B1:26PM FROM A13++934++24S3

St. Lawrence St e Te19) rraaese
Winchester, Ontario ,’1 ) (61_.§) 774-3660 :
KoGaro . Hmmmﬁhyma Sy :

: . BUY SELLORTRADE SALES i
i NEW & USED FARM EQUIPMENT ORDER ;

i
! K/\A o )
Sold To: : ), AT

QOQlﬁ{ G o ‘ Wﬂ’-ﬁoﬁ /7,hc‘/#7- O s

AN ) <

! wore - b @ :
| - ? i i
; SALESPEASON ‘ CATE ;
TERMS] 2% lot. - 30 Days A ' :

CASH ONACCT. SH.F VIA F.0.B. PDINT 1

! :
H 3
i ary. STOCK ND./DESCRIPTION UNIT PRICE AMDUNT :

- I . / aﬁ—“«w@;{__ 5 o 9 700 D

D Aol ¥ HY Y RE (5T Aﬁmvf
| | : WA/ A

. gl £ 097/9-2 3/0 S.cra |
- 530 doad 09 /54

L 07/ 74
! V{Sq

: A v )

o -

Yy

o)
\l s34 -

Q.8.T. #R10269539
DRDERED BY RECEIVED BY

TOTAL

I horedy cenity that | am engaged in tha business of farming and that the Goods LR 0
shown on this lavolce will be used axciusively & tha condust of that tusiness. e U 1 1 2 7

‘gnalut
g ° ool

St A : . e L .. L T ..,J .

B 4
éﬁ‘i‘ﬂ) el

@.ﬁy\ <
.
-

4520 402 DDq 198

77 . DO NOT WRITE KBOVE THIS LINE - NE anN ECRIRE Au-osssm OE CETTE LiGNE
08775 - 0r/8 (QV

["“ Tip s ,m

—

o
o

\ N
i

Aln.o
;-_A

—— e e - —

-/
) S i

. CUSTOMER COPY’
COPIE DU CLIENT

Al o e o's I N J P A



Complaint GOUGE037.GIL
Consumer

John Gillard
RR.#2

Newington (Ontario)
KO0C 1Y0

Tel.: (613) 984-2296

Summary of the Complaint

On January 11, 1998, the consumer purchased a Generac 5000 watt generator for $2700 plus tax
(see copy of invoice annexed). It should be noted that the consumer was only billed GST on his
purchase. He believes he overpaid for his generator, since his cousin purchased a similar
generator for $1057 at Canadian Tire in Kemptville.

Result of Investigation

The consumer was unable to supply us with the generator’s model number. However, given that
he paid the same price as Mr. Dunlop, and that the generator in question was also a 5000 watt
Generac, it is entirely possible that the manufacturer's suggested list price is $999 US (around
$1400 Canadian). If this is the case, the consumer paid $1300 more than the list price.
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Complaint GOUGE028.VAN
Consumer

Antonius Van Beers
8158 Byron Street
Box #1218

Metcalfe ON

KO0A 2P0

Tel.: (613) 821-1866

Summary of the Complaint

On January 18, 1998, the consumer purchased a Coleman Maxa 5000 ER generator (PMO-
525202) for the sum of $2700 plus taxes (see copy of invoice annexed). He believes that he paid
well over the going price, since his neighbor acquired the same model generator for $1100.

Result of Investigation

The manufacturer’s suggested list price for this generator is $1425. At Wal-Mart, the same
generator currently sells for around $1000. Consequently, the consumer overpaid by $1275 with
respect to the list price ($2700 - $1425 = $1275) and $1700 with respect to the Wal-Mart price.



Complaint GOUGE029.BOL
Consumer

John Bolton

1828 Russell South

Kussell (Ontario) [Translator’s note: vérifier nom de la ville]
K4R 1ES

Tel.: (613) 445-5668

Summary of the Complaint

On January 11, 1998, the consumer purchased a Generac 5000 watt generator for which he paid
$2700 (see copy of invoice annexed). He checked with Home Depot which sells the same
generator for around $800. He asked the business to explain this discrepancy, and was not given
a satisfactory answer. He believes he overpaid for his generator.

Result of Investigation

The consumer was unable to supply us with the generator’s model number. However, given that
he paid the same price as Mr. Dunlop, and that the generator in question was also a 5000 watt
Generac, it is entirely possible that the manufacturer's suggested list price is $999 US (around
$1400 Canadian). In this case, the consumer paid $1300 more than the list price.

We checked with Home Depot, and found that they sell a 5000 watt Generac generator for $798.
It is impossible, however, to determine if it is the same model as that purchased by the consumer.
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Complaint GOUGE068.LAF
Consumer

Evan Lafave

Box 85

Avonmore (Ontario)
KO0C 1C0

Tel.: (613) 346-2647

Summary of the Complaint

On January 11, 1998, the consumer purchased two (2) Coleman 5000 watt generators for which
he paid $2700 each plus tax (see copy of invoice annexed). The consumer only paid GST on his
generators. A friend of his purchased the same generator in Albany, New York for the US
equivalent of $870 including GST and the US exchange. The vendor pointed out to him that the
product would not be subject to customs duties since it was made in the US. He believes he
overpaid considerably for his generator. He also pointed out that Mr. Beaudry procured between

300 and 320 generators in the US.

Result of Investigation

The consumer was unable to provide us with the model of his generators. Several consumers
with whom we spoke, however, purchased Coleman 5000 watt generators from the same
business for which they each paid $2700. In all the cases, the generator in question was a
Coleman Maxa 5000 ER (PM0525202). Consequently, this model is very likely the same one
purchased by the consumer, and for which the manufacturer’s suggested list price is $1425. If
this is the case, the consumer paid $1275 over the list price for each of his generators.
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Complaint GOUGE069.LYN

Consumer

Sheri Lynn

RR.#1

Williamsburg (Ontario)
KO0C 2HO

Tel.: (613) 535-1034

Summary of the Complaint

On January 11, 1998, the consumer purchased a Generac 5000 generator (# 440917) for which
she paid $2700 plus taxes (she will be sending us a copy of the invoice shortly). She then saw the
same model generator selling for $869 at another business. She believes that she paid much too

high a price for her generator.

Result of Investigation

We were unable to find the list price for the Generac 5000 generator (# 440917). Given the price
paid by the consumer, it is entirely possible that the list price is comparable to the list price of the
Generac 5000 watt generators purchased by the other customers, which is $999 US (around

$1400 Canadian).



Complaint GOUGE(071.LAM
Consumer

William LaMoy

17 Renaissance Crescent, Suite 319
Limoges (Ontario)

Tel.: (613) 443-1923

Summary of the Complaint

On January 12, 1998, the consumer purchased a Coleman Powermate 2500 generator from Gilles
Beaudry Farm Supply Incorporated, for which he paid $2000 plus taxes. The same model sells
elsewhere for around $700. Consequently, he believes he paid too high a price for his generator
and feels indignation that a business would use such a situation to take advantage of consumers.
Nevertheless, his insurance company has agreed to reimburse him around $1800 of the cost of his
generator (he will shortly send us copies of his insurance company receipt and invoice).

Results of Investigation

The manufacturer’s suggested list price for a Coleman Powermate 2500 generator is $999.



Business’ Explanation

We contacted the business to obtain an explanation. We talked with Ms. Sophie Pafkuier,
bookkeeper and person in charge in the absence of the owner, Mr. Gilles Beaudry. She explained
to us that the generators were sold at a high cost because the company had itself gone to pick
them up in the United States during the ice storm. In doing so, it was responding to the demands

of many consumers.

We asked her the price paid for the generators and where exactly the company had gone to get
them in the United States. After checking with Mr. Beaudry, Ms. Pafkuier told us that the
company was not obliged to tell us the price paid for the generators nor the place it had gone to
purchase them.

In the January 21 issue of the Winchester Press newspaper, the company JED Express published
an advertisement to the effect that it was not involved in the sale of generators by Gilles Beaudry
Farm Supplies. The advertisement states that the company had loaned Mr. Beaudry one of its
trailers free of charge to allow him to bring the generators in from the United States. It also states
that on January 11, 1998, M. Duncan of JED Express sold some of Mr. Beaudry’s generators in
his store at the same price he had paid for them (see copy of this ad annexed).

We talked with Mr. Edwin Duncan of JED Express. He told us that on January 11, 1998, he
bought nine (9) generators from Mr. Beaudry for the total amount $22,300 plus tax (see copy of
invoice indexed). The same day, eight (8) of these generators were sold to relatives, employees
and neighbours at the price paid. He feels that he paid a very high price for the generators. He
knew Mr. Beaudry and loaned him one of his trailers so that he could bring generators in from
the United States. He thinks that Mr. Beaudry obtained his generators at John Deere Dealers in
Florida. According to Mr. Duncan, Mr. Beaudry probably did not pay customs duties or taxes
when he went through customs at Prescott. Mr. Duncan organized a meeting with the
complainants and over forty (40) people showed up.

We contacted the head offices of John Deere (in Burlington at (905) 319-9100 and in Des
Moines, Iowa [Translator’s note: voir erreur dans P’original] at (515) 224-2800) and talked to
four (4) different people. We were told that it was impossible to obtain the price paid by Mr.
Beaudry for the generators without providing the customer’s account number. We inquired
whether it was possible to obtain the average price paid for generators bought from John Deere in
the United States. We were asked to make the request in writing. A request was faxed to the
company and we have not yet received a reply (contact: Ms. Rachel Whitewood, fax: (515) 267-

4549).

Subsequently, we visited the John Deere Web site (www.deere.com). We found the address of
another business (Ed’s Small Engine Repair) which sells Homelite generators. We talked with
Mr. Kevin Carson who faxed us a price list for the Homelite line of generators (see copy of list
annexed). This information provides only a rough estimate of the price Mr. Beaudry paid for the
Homelite generators.



We also contacted the Customs Superintendent at Prescott, Mr. Dan Lorenti. He told us that he
was acquainted with Mr. Beaudry and JED Express. He also explained that during the ice storm,
he was not allowed to hold back generator shipments for administrative reasons. However, the
GST was required to be paid in all cases, whether immediately or subsequently. He also indicated
that, during the crisis, another procedure had been suspended, that of approval by the CSA.
However, the customs officers did send information about the generators coming into the country
to the Ministry of Consumer and Commercial Relations.

Several consumers who did business with Mr. Beaudry are dissatisfied with the prices they paid
for their generators. Despite our investigation, we were unable to conclude with certainty that the
prices charged were unjustified. Consumers may, however, file a claim in the small claims court
and the court can determine whether or not they were victims of exploitation based on the
evidence the business will provide.
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Appendix III

Copy of Press kit distributed at the press conference
held last March 3 by the Office de protection du consommateur,

Association des consommateurs du Québec and Option Consommateurs



Commuanigue

Office de la protection du consommateur

CNW code 1 Pour publication immédiate

TEMPETE DE VERGLAS : BILAN
DES PLAINTES DES CONSOMMATEURS

Montréal, le 3 mars 1998 . — La présidente de I'Office de la protection du
consommateur(OPC), Madame Nicole Fontaine, en collaboration avec I'Association des
consommateurs du Québec (ACQ) et Option consommateurs dressent un bilan des
plaintes et des vérifications effectuées auprés des commergants soupgonnés d'avoir

abusé des consommateurs durant la tempéte de verglas de janvier dernier.

Madame Fontaine, présidente de I'Office a déclaré qu'un total deonsommateurs se
sont manifestés pour faire état de pratiques commerciales répréhensibles. La répartition

s'établit comme suit : le domaine de la quincaillerie (135), les produits achetés dans les
dépanneurs et a I'épicerie (70), les achats de génératrices (73), les stations services (57)
et le bois de chauffage (39). Enfin, les services reliés a I'habitation (30), a la restauration
(21), 'hébergement (19) et la perte d'emploi (33) viennent compléter le portrait de la
situation. A ces chiffres il faut ajouter 137 demandes de renseignement qui ne constituent

pas des plaintes a proprement parler.

Dans les circonstances, pour s'assurer d'une interverition rapide, les organismes ont
privilégié le renseignement aux consommateurs et I'analyse des dénonciations et des
plaintes. C'est aussi en faisant publiquement les mises en garde appropriées et en
procédant a des vérifications auprés des commergants dénoncés,’que I'Office, I'ACQ et

Option consommateurs ont réussi a assumer pleinement leur réle de protection du

consommateur. e



Monsieur Claude Ouellet, directeur géneéral de 'ACQ a dressé une chronologie des
événements et a souligné l'excellente collaboration des trois organismes qui ont

coordonné leurs ‘efforts afin de veiller aux intéréts des consommateurs dans ces

circonstances difficiles. Les événements ont permis, a-t-il dit, de dégager une
concertation efficace entre partenaires qui saura certainement étre profitable aux

consommateurs advenant d'autres situations similaires.

Pour sa part, Mme Louise Rozon a dressé un tableau des cas analysés par I'Office et les
deux associations de consommateurs. Les interventions ont porté plus particuliérement
sur les ventes de génératrices. En effet, des vérifications ont été menées principalement
au sujet des génératrices parce que les montants d’'argent en cause et le nombre de

consommateurs vulnérables étaient importants et que les risques de préjudices

apparaissaient éleves.

A ia suite des vérifications effectuées tant & 'OPC qu'a I'ACQ et Option consommateurs,
les trois organismes ont conclu qu'ity a eu effectivement hausse de prix. Les informations
fournies par les commergants ont permis de constater que dans la plupart des cas, ceux-ci
ont pu justifier une hausse des prix. «Nous devons nous fier sur la bonne foi présumée de
la communauté commerciale et sur la crédibilité des témoignages regus» d'enchainer Mme
Fontaine qui a tenu néanmoins a dénoncer certaines situations particuliéres d'abus qui
ont prévalu lors de cette tempéte. «Dés le début de la tempéte, certains commergants ont

manqué de jugement ; d’autres personnes, flairant la bonne affaire, se sont improvisées

commergants» a t-elle déclarée.

Par ailleurs, la présidente de I'Office reconnait qu'un phénoméne de correction s'est
amorcé rapidement suite aux dénonciations des consommateurs face & I'approche

mercantile de certains commergants et surtout grace a la diligence et & I'attention que les

medias ont apporté a ces dénonciations.



Les consommateurs doivent demeurer a l'affit des pratiques commerciales des

entreprises partipUliérement dans cette période d'aprés verglas durant laquelle plusieurs

travaux d'émondage s'avéreront nécessaires.

En conclusion, Mme Fontaine a constaté que de nombreux consommateurs, désireux de
se prémunir contre les aléas de la nature, s’intéressent & Fachat de systemes de
chauffage d’appoint. Elle a annoncé la parution, en septembre prochain, d'un guide
d'achat sur les systémes de chauffage d'appoint publié par Protégez-vous, le magazine

de I'Office de la protection du consommateur.

—830—
Source: Yvan Lépine
Direction des communications
Pourrenseignements: A Montréal : A Québec :
Georges-André Levac Yvan Lépine

(514) 873-8601, poste 3052 (418) 643-1484
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BILAN GLOBAL DES DENONCIATIONS ET DES PLAINTES REGUES
OFFICE DE LA PROTECTION DU CONSOMMATEUR - ASSOCIATION DES CONSOMMATEURS DU QUEBEC - OPTION CONSOMMATEURS

CATEGORIE

MOTIF DE LA DENONCIATION OU DE LA
PLAINTE

COMMENTAIRES

NOMBRE DE DENONCIATIONS OU DE
PLAINTES RECUES

» Quincaillerie

(huile a lampe, antigel, propane, chandelle, bois
d"allumage, piles, elc.)

» Dépanneur et épicerie
(huile & lampe, piles, lave-vilre, chandelle,
produits d"alimentation)

» Station-service

» Bois de chauffage

Hausse des prix des produits.

Hausse des prix des articles les plus
demandés.

Hausse des prix a la pompe & essence.

Prix affiché non conforme au prix chargé
au consommateur.

Seulement I'essence la plus dispendicuse
était disponible.

Hausse importante du prix de la corde de
bois. Morceaux de bois divisés en deux
ou trois.

Dans plusieurs cas, il y a eu effectivement
hausse des prix. Ou les consommateurs
n'ont pas de preuve (regu ou facture) ou
ils se limitent & dénoncer la situation.

Dans plusieurs cas, il y a eu effectivement
hausse des prix. Ou les consommateurs
n’ont pas de preuve (regu ou facture) ou
ils se limitent & dénoncer la situation.

Les pétrolieres ont réagi rapidement
aupres de leurs détaillants pour rétablir la
situation. Plusieurs plaintes ont été
référées & la Régie de |'énergie.

Principalement des dénonciations, )
I'intervention des médias 2 freiné ces abus.
Les dons des producteurs ont mis un ’
terme  ces pratiques.

70

57

39

98.03.02




BILAN GLOBAL DES DENONCIATIONS ET DES PLAINTES REGUES
OFFICE DE LA PROTECTION DU CONSOMMATEUR - ASSOCIATION DES CONSOMMATEURS DU QUEBEC - OPTION CONSOMMATEURS

. ': P SR
TRARTREL

bekare
P o
P

CATEGORIE MOTIF DE LA DENONCIATION OUDE LA c NOMBRE DE DENONCIATIONS OU DE
PLAINTE OMMENTAIRES PLAINTES RECUES
» Services reliés a Phabitation Hausse des prix. Piétre qualité du travail | Plusieurs plaintes référées aux
(électricité, plomberie, toiture, cheminée, etc.) | effectué. Travail effectué par des corporations professionnelles. D"autres, 4 30
personnes non qualifiées. la Régie du batiment.
Plusieurs demandes de renseignements :
mise en garde concemant la signature de
contrat, travail au noir, vente itinérante.
» Restaurant Hausse des prix. Spéciaux régulierement | Suite aux dénonciations publiques faites 21
offerts ne I'étaient plus durant cette par les médias, la pratique cessait.
période.
» Etablissement hatelier Hausse des prix. Spéciaux offerts au Dénonciations au début de la crise
début, mais pour courte période seulement. La situation s’est ensuite 19
seulement. rétablie.
» Employeur Cas de mise a pied de personnel ou de Ces cas ont été référés aux organismes
(compagnie, usine, etc.) non-respect des consignes transmises par | concemes. 33
Hydro-Québec.
» Génératrice Hausse des prix 73

Total des dénonciations et plaintes reques: 477

98.03.02
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GENERATRICES

' Liste des commergants qui ont fait I'objet d’'une veérification

Nom

Adresse

Location Dickie Moore Inc.

4955, chemin St-Frangois, Ville St-Laurent (Qc)

Magasin B.M.S. Inc.

55, route 104 a Iberville (Qc)

Bérard Transpexc Inc.

120, rang Parent St-Alphone de Granby (Qc)

Garage J.L. Lefrangois Inc.

724, montée Ste-Thérése, St-Rémi (Qc)

2548-7273 Québec Inc.
f.a.s. Garage Raoul Tétrault

60, chemin du Cordon, St-Mathias-sur-Richelieu (Qc)

G.D.B. Inc.

1291, route 235, Bedford (Qc)

Jodoin Yvon Sport

122, chemin du Ruisseau St-Louis Est, Ste-Marie-de-
Monnoir (Qc)

M. Benoit Rouleau

6389, chemin Ste-Catherine, Rock-Forest (Qc)

Station Service J.M. Inc.

150, St-André, C.P. 218, St-Rémi-de-Napierville (Qc)

Loutech

350, Principale Ouest, Farnham (Qc)

Jitec Corporation Inc.

3150, montée Saint-Hubert , St-Hubert (Qc)

Sadifer inc.

16, Rang St-André, Napierville (Qc)

Piéces d'autos H.D.

84, rue Chateauguay, Huntington (Qc)

OPC- AFFAIRES JURIDIQUES
1998-03-02
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BILAN DES PLAINTES REGUES
CONCERNANT LES GENERATRICES

NOMBRE DE | CONTACT TELEPHONIQUE CONTACT COMMERGANTS VISITES z
PLAINTES AVEC LES TELEPHONIQUE AVEC RESULTATS EXPLICATIONS
REGUES CONSOMMATEURS LES COMMERGANTS Marque Prix Prix payé Prix MARGE %
détail parle payé par | BENEFICIAI
suggéré | commer- le RE BRUTE
gant consom- | (P.P.PAR -
mateur CONS. (-)
P.P.PARLE
COMM.)
l7‘ p{:ro‘g.nant de 10 contactés - Location Dickie Moore Honda 1889 S N/D 1982 S Le commergant a vendu
.C.Q. inC. 10 % plus cher la
génératrice de marque
ég::;/sréinltadu Honda dd aux frais de
transport.
;ﬁggll:rsr&r;ce Robin 2761$ 1932$ 26908 758 $ 39% |Si on tient comple du
o P.D.S. le commergant a
vendu la généralrce
71 $ de moins, soit -3 %.
Ecart basé sur les
informations fournies
verbalement par le
commergant.
B' provenant de 6 contactés - Magasin B.M.S. inc. Cambell N/D 12008 2000$ 800 S 67 % | De la marge bénéficiaire i
I'A.C.Q. 2 non contactés Hausfeld

brute de 800 §, il faut
soustraire des frals de
transports (car a acheté
aux U.S.A., Colorado) et
des pourboires laissés
aux chauffeurs.
Ecart basé
I'information fournie
verbalement par le
commergant.

Un concurrent que nous
avons contacté déclare
avoir vendu ce modéle
de génératrice 1704 §

pour une marge
benéficiaire de 504 S
(1704 § - 1200 9)

représentant 42 %.

sur |
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BILAN DES PLAINTES REGUES

CONCERNANT LES GENERATRICES

NOMBRE DE
PLAINTES
REGUES

CONTACT TELEPHONIQUE
AVEC LES
CONSOMMATEURS

CONTACT
TELEPHONIQUE AVEC
LES COMMERGANTS

COMMERGANTS VISITES

RESULTATS

Marque

Prix
détail
suggéré

Prix payé
parle
commer-
gant

Prix
payé par
le
consom-
mateur

MARGE
BENEFICIA|
RE BRUTE
(P.P. PAR
CONS. (-}
P.P.PAR LE
COMM.)

%

EXPLICATIONS

3 provenant de
'A.C.Q.

§ contactés
3 non contactés

- Bérard transpexc inc.

Honda &
Coleman

N/D

2644 § 2844 §

200§

8%

Vente de 37
génératrices neuves et
usagées. modéles
n'apparaissent pas
généralement sur la liste
de P.D.S. Marge
bénéficiaire moyenne
basée sur la
documentation remise et
celle examinée chez le
commergant.

{ plaignants de
'0O.P.C.

4 contactés

- Garage Jean-Louis
Lefrangois inc.

Homelite

1070 §

1750 $ 2250

‘500§

29%

Le commergant s'est
procuré les génératrices
en Ontario, il a dir payer
des frais de transport. et
de préparation.

La vérification a élé faite
3 partir des chéques et
des factures obtenues
du commergant.

| plainte
ovenant de
'0.P.C.

1 contacté

- 2548-7273 Québec inc.
f.a.s. Garage
Raoul Tétrault

Générac

N/D

2870 % 3043

1738

Génératrice achetée
d'un démarcheur sans
facture. Information
obtenue verbalement du
commergant.

| plainte
yovenant de
'‘0.pP.C.

1 contacté

-G.D.B.inc.

Kodiak

1395 §

1795 §

Aucune collaboration
de la part du
commergant.
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BILAN DES PLAINTES REGUES

CONCERNANT LES GENERATRICES

NOMBREDE | CONTACT TELEPHONIQUE CONTACT COMMER I;NTS VISITES '
PLAINTES AVEC LES TELEPHONIQUE AVEC ¢ RESULTATS EXPLICATIONS
REGUES CONSOMMATEURS LES COMMERGANTS Marque Prix Prix payé Prix MARGE %
détail parle | payé par | BENEFICIAI -
suggéré | commer- le RE BRUTE
gant consom- | (P.P. PAR
mateur CONS. (-)
P.P.PARLE
COMM.)
;rl;:zfr“fm ” 1 contacté - Jodoin Yvon Sport Mitsubishi {24955 |2750'§ 32008 [450$ 16 % |Ecart basé surles
“0.P.C. factures d'achat du
commergant.
largl\jcl:r::nt de 1 contacté . - M. Benoit Rouleau Homeite | 1200§ )} 1125§ 1M7S 5028 53 % |Génératrices achetées
‘0.P.C. . aux U.S.A. (Caroline du
Sud); des frals de
transport et
d'interurbain ont é1é
encourus. Information
obtenue verbalement
du commergant pas de
piéces justificatives.
A noter que le P.D.S.
est de 1290 §. ce qui
représente un excédent
de 427 §, soit 33 %.
| plainte 1 contacté - Station Service J.M. Homelite | 1070$ [ 1600$ 1825§ |225§ 14 % |Informations obtenues
rovenant de Inc. , verbalement du
o.p.C. ' commergant.
| plainte 1 contacté Honda 1650 - :
rovenant de - Loutech M 19003 i:rl\zgrl:mateur 2
o.pL génératrice venait des
U.S.A. (Virginie); des
frais de transport ont
donc été encourus.




LILAN DES PLAINTES REGUES
CONCERNANT LES GENERATRICES

NOMBRE DE CONTACT TELEPHONIQUE . . CONTACT COMMERGANTS VISITES RESULTATS EXPLICATIONS
PLAINTES AVEC LES TELEPHONIQUE AVEC
REGUES CONSOMMATEURS LES COMMERGANTS Marque Prix Prix payé Prix MARGE %
détail parle payé par | BENEFICIAI -
suggéré | commer- le RE BRUTE
gant consom- | (P.P. PAR
mateur CONS. {-)
P.P.PARLE
COMM.)
i plainte - Jitec Corporation inc. Homelite 1314 $ ND 1970 § Les génératrices ont été
Jrovenant de en relation avec les achetées aux U.SA.
'0.P.C. Industries (Minesota).

Bonneville ltée Le commergant aurail
encouru des frais
d'environ 200 $ par |
génératrice, (frais |
d‘'administration, frais de ;
courtage en douanes,
frais de transport).

| Générac N/D 3700 % 4400 S 700 $ 19 % | Basé sur l'information
verbale et
documentaire foumie,
par le commergant.
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BILAN DES PLAINTES REGUES
CONCERNANT LES GENERATRICES

NOMBRE DE CONTACT TELEPHONIQUE CONTACT COMMERGANTS VISITE :
- S
PLAINTES AVEC LES TELEPHONIQUE AVEC ¢ B RESULTATS EXPLICATIONS
REGUES CONSOMMATEURS LES COMMERCANTS Marque Prix Prix payé Prix MARGE %
détail parie | payé par | BENEFICIAI .
suggéré [ commer- le RE BRUTE
gant consom- | (P.P. PAR
mateur CONS. (+)
P.P.PAR LE
COMM.)
r'é'fl',‘.':m d 1 contacté Sodifer inc. Coleman |1875s |ND 2800 S Le commergant a admis
‘ureau de la avoir fait une erreur en
oncumrence vendant les génératrices
‘Industrie 4 un prix trop élevé. il a
‘anada accepté de rembourser
une somme de 800 $ au
plaignant. {l a invité
publiquement tous ses
clients 3 le contacter
pour obtenlr le
remboursement.
rg::::taent ” 1 contacté Piéces d'auto H.D. Homelite 1545 S N/D 2300 S Le commergant dit s'étre
ureau de la procuré ses génératrices
oncurrence 3 Toronto et que sa
‘Industrie marge de profit net se
;anada situe entre 20 % et

25 %. Il justifie {e prixde
vente de ses
génératrices par le fait
qu'il a di payer des frais
de transport et de
commission. Le
commergant dit avoir
vendu ses génératrices
sans avolr exercé de
pression sur les
consommateurs.

Aucune preuve obtenue
du commergant.




73 plaintes regues

65 consommateurs contactés
8 consommateurs non rejoints

Bilan récapitulatif

<) 34 plaintes retenues E) 31 plaintes non retenues
31 plaintes non retenues - I'nformation du consommateur est insuffisante
- le prix payé est le prix de détail suggéré
- aucune vérification par le consommateur
- litige réglé ) -
- consommateur et commergant en négociation

D) 13 commergants vérifiés

OPC-AFFAIRES JURIDIQUES
1998-03-02




Appendice IV

Copie de des articles de journaux publiés i la suite de la
conférence de presse tenue le 3 mars 1998
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L'heure des bilans a sonné

pour les commergants abusifs £

La crise du verglas passée, I'heure des bilans a sonné pour
les commergants qui ont fait preuve d'abus face aux con-

somniateurs,

JOSEE PANET-RAYMOND

Tout au cours de la crise. 477
plaintes ont été signalées a 1"Offi-
ce de protection des consomma.
teurs, a 1’Association des consom-
mateurs et Option consomma-
teurs, a annonceé Nicole Fontaine,
présidente de 1'OPC lors d'une
conférence de presse, hier.

Selon le bilan dressé par les
trois organismes. c’est le domai.
ne de la quincaillerie qui rempor-

b4
:
s

g

te Ja pahme avec 135 plaintes pour
des hausses de prix d'huile & lam-.
pe, de piles, de chandelles et au-
tres articles de nécessite.

« Ce sont surtout des petites
quincailleries et des marchands
indépendants qui sont en cause ».
a souligné AM™ Fontaine. Elle
ajoute que de nombreux indivi-
dus, flairant la bonne affaire, se
sont improvisés marchands du-
rant la tempeéte.

Epiciers affamés

D'autres plaintes portant sur
des épiciers affamés de profits, des
marchands de bois sans scrupules
et des stations-service qui ont
haussé les cotits d'essence pendant
]a crise ont fait 1'objet de vérifica-
tions par les trois organisimnes,

C'est notamment le cas d'une
station Shell qui a gonflé son prix
du litre d'essence a 69 cents pen-
dant que ses concurrents étaient
en panne.

« Mais grace a la vigilance des
médias et a la dénonciation des ci-
toyens, la plupart des commer-
cants ont corrigé leur approche
abusive », de noter la présidente
de I'OPC.

LES ABUS comn
glas ont été ren
te de I’OPC, co
Louise Rozon, d

€%
Bt |
R

La crise du v¢
vendeurs de ;
sé de la vuln«

X . S ..
RS
HORARN RN

Parmi les pl
I'OPC, L'ACQ
sommation, ce
les génératrice
d’enquétes ay
raison des moi
cause et dun
tants de cc¢
vulnérables.
Le bilan pa:
nératrices dé
vendeurs goul
poché jusqu'a
pendant la cris
C'estlecas¢
inc. d'1berville
de huit plain
vendu des gén

1200 § pour
L TalN



s a sonné  ;
rcants abusifs |

)

Sonneé pour Epiciers affamés
‘aux con- D'autres plaintes portant sur
) ~ des épiciers affamés de profits, des
V. e ’J}ﬁ‘;’;“;‘{;ﬁ?&‘;‘?@iﬁ‘}i: cé&flggi LES ABUS commis par des commergants lors de la ctlse du ver-
b * haussé les cotts d’essence pendant Elas ont £té rendus publics, hier par Nicole Fontalne, présiden-
te de I'OPC, conjointement avec Claude Ouellet, de I'APC, et

D3 mras la crise ont fait I'objet de vérifica-
2 P}alr}tes pour tions par les.trois crganismes:

):d'huile alam-  C'est notamment le cas d’une

) i’;gieil}es et au- station Shell qui a gonflé son prix
‘essite,

‘s marchands en panne.
0nten cause », « Mais grice a la vigilance des

) Ontaine. Elle médias et a la dénonciation des ci-

’nbreux indivi- toyens, la plupart des commer- & ol il
‘ne affaire, se ¢ants ont corrigé leur approche
) "archands du- abusive », de noter la présidente

de 1I'OPC.

Parmi les plaintes recgues &
1'0OPC, L'ACQ et Option con-
sommation, celles concernant
les génératrices ont été la cible
d'enquétes approfondies en
raison des montants élevés en
cause et du nombre impor-
tants de consommateurs
vulnérables.

Le bilan portant sur les gé-
nératrices démontre que 31
vendeurs gourmands ont em-
poché jusqu'd 67 % de profits
pendant la crise. . '

C'est le cas du magasin BMS

de huit plaintes pour avoir
vendu des génératrices valant
1200 $ pour la somme de
2000 $.

Joint par le Journal de Mont-

‘w

JOSEE FANET-RAYMOND -’

inc. d'Iberville qui a fait 'objet’

Loulse Rozon, d'Option consommation.

du litre d'essence a 69 cents pen- > 7 .
Il“t des petites dant que ses concurrents étaient es genera rces

orgs profits |

La crise du verglas a largement profité a plusieurs
vendeurs de génératrices sans scrupules qui ont abu-
sé de la vulnérabilité des consommateurs. :

réal pour expliquer cette mar-
ge bénéficiaire de 800 §, Peter
Zinman, l'un des propriétaires
du commerce, s'est dit trop oc-
cupé et pas intéressé a nous
parler...

Remboursement -

Quant A Sodifer inc. & Na-.

pierville, la compagnie a ven-
du pour 2 800 $ une génératri-

ce Coleman dont le prix au dé- .

tail suggéré était de 1825'$.

A la suite de 1a plainte logée
"au Bureau.de la concurrence,

Sodifer a cru bon rembourser

une somme de 800 $ 4 I’ache- *

teuse. « Une erreur humaine

qui a été vite corrigée », a ex-’
pliqué M, Garceau, employ.é'de :

Sodifer.
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Ul prutses a3 cuaulICuLd U ELLODUS Syndiques # 12 LON veulent
ainsi faire connaitre leur coldre devant les compressions budgétaires
qui risquent d’affecter la qualité du service, Pendant ce temps, la
rencontre entre ’Association du transport écolier du Québec et la
ministre Pauline Marois n’a pas permis de dénouer I'impasse.

X3

» LIA LEVESQUE
LA PRESSE CANADIENNE

' s 1500 chauffeurs d'autobus

"2 écoliers syndiqués A la CSN dé&-
brgieront durant une journée, le 10
mars, pour protester contre la com-
pression de 70 millions dans le trans-

Gt écolier,

* Les chauffeurs syndiqués 4 la CSN
craignent qu'i cause de cette réduc-
tigh de budget, les sous-contrats
sajent accordés aveuglément au plus
bas soumissionnaire, sans dgard 3
I'ekpérience du chauffeur ou 4 ses
conditions de travail. En bout de cour-
se, c'est la qualité du service et la sé-
curité du transport des enfants, pré-
tend la CSN, qui pourraient écoper.

L'Association du transport écolier
du Québec (ATEQ) a quanti elje ren-
contré hier soir la ministre de 'Educa-
tion, Pauline Marois, pour lul exposer
ses inquiétudes au sujet des compres-
sions de 70 millions. Mais au terme
de cette réunion, le dossier en était au
méme point. «La ministre semble aussi
‘mal prise que nous», a expliqué Luc
Lafrance, de 'ATEQ. L'association
tiendra une assemblée générale spé-
ciale ce vendredi 4 Québec et fera
part &' ses membres des résultats de
cette rencontre avec la ministre.

Les chauffeurs d"autobus écoliers

qiil Sonit syndiqués i la CSN se trou-’

vent dans toutes les régions du Qué
bec, 4 I'exception de I'Abitibi et du
West Island. Il faut cependant souli-
gner que moins de la moitié des
chauffeurs sont syndiqués; parmi
ceux qui sont syndiqués, tous ne sont
pas ala CSN.

Selon la premiére vice-présidente
Claudette Carbonneauy, les chauf-

E N. :B REF
Les militants . -
plaideront
non-cotipables

feurs d'autobus écoliers sont parmi
les plus bas salari¢s du secteur pu-
blic. lls ne gagnent que de 16 000 4
18 000$, ou de 20 000 A 26 000 $ si on
inclut les prestations d'assurance-em-

loi versées pour les mois suivant
‘année scolaire.

Si les sous-contrats sont accordés
aveuglément au plus bas soumission-
naire, «ce sont les entreprises syndi-
quées qui Se lrouveront déclasséess par
rapport aux autres entreprises qui,
elles, offriront des conditions de tra-
vail médiocres 4 leurs chauffeurs, ap-
préhende Mme Carbonneau.

La CSN fait aussi valoir qu'il s'agit
d'une seconde compression budgé-
taire imposée au transport écolier,
d'abord de 50 millions, puis de 70
millions.

Les chauffeurs de 1a CSN deman-
dent 4 la ministre de I'Education, Pau-
line Marois, de «geler les contrats ac-
tuels et de les reconduire pour une
période de trois ans. Plusieurs
contrats de transport doivent étre re-
nouvelés en 1998, |

Le ministére de I'Education aurait
expliqué aux chauffeurs syndiqués
qu’il était possible que les économies
réalisées grice i la fusion des com-
missions scolaires soient réaffectées
au transport écolier.

Mais Mme Carbonneau ne cempte
guére ladessus, puisque plusieurs in-
tervenants veulent s'approprier ce
surplus escompté.

La CSN va méme jusqu' revendi-
quer une enquéte publique itinérante
sur la situation du transport écolier.
«Lz transpor! scolaire fait partie du ré-
gime d'accessibilité @ l'éducation et ne
doit pas étre considéré comme un
simple service d'appoinl.»

euasm rienarcutio} s
SETUVICL BANCAING
SCLINIQUE MEDICAL
sPHAAMACIC "
sBLEANNTUR

che. Sl T T

- JACQUES NADEAU LE DEVDIR

AVANT le mois de janvier, un entrepreneur n'aurait probablement pas pensé @ annoncer que son immeuble était pourvu d'une «mégagénératrices

pour faire mousser la location de ses logements... Si le désormais célébre engin n'a pas particuliérement fait augmenter la location des unités, il _
constitue une «sécurité additionnelles, selon les locateurs. Cette résidence de Longuenil a pris exemple sur une autre de Saint-Jean-sur-Richeliex qui, ,
au beau miliew du triangle de glace, est restée illuminée pendant toute la tempéte de verglas.

CAROLINE MONTPETIT
LE DEVOIR

es chiens ont aboyé et la menace

s'est tue, C'est ainsi quon peut ré-
sumer les actions entreprises par les
organismes de protection des consom-
mateurs en ce qui a trait aux pratiques
abusives des commergants durant la
crise du verglas,

En tout, 477 consommateurs ont
dénoncé auprés de ces organismes
des pratiques commerciales abusives.
Plusi€tirs plaintes avaient trait aux do-
maines de la quincaillerie, des pro-
duits achetés dans les dépanneurs et
a I'épicerie, des génératrices et de
I'essence vendue par les stations-ser-
vice. Par ailleurs, un certain nombre
de plaintes ont également &té dépo-
sées au sujet des services reliés a 'ha-
bitation, & la restauration,  1'héberge-
ment et aux congédiements.

Les pratiques abusives durant la crise du verglas

En matiére de consommation, I'Of
fice de protection du consommateur,
I'Association des consommateurs du
Québec et le groupe Option-Consom-
mateurs ont relevé que fa preuve de
dénonciation était souvent difficile a
établir du fait que les consommateurs
n‘avaient souvent pas de factures pour
étayer leur dénonciation. Dans plu-
sieurs cas également, les prix exagé-
rément élevés ont chuté aprés que les
médias eurent dénoncé la pratique.

- - De son cété, la Commission des

normes du travail a recueilli environ
huit plaintes relatives a la crise du ver-

glas. «Ces plaintes sont toujours en

traitements, dit Rosanne Dufour, res-
ponsable des communications pour
'organisme, On n'en connait pas en-
core l'issue, Elles ont trait 4 des pra-
tiques interdites en milieu de travail,
soit la suspension du droit des em-
ployés de s'occuper de leurs enfants

Leffet media a protege les consommateurs

ou encore le congédiement sans cau-
se juste et suffisante,

Dans le domaine des services liés A
Thabitation, soit I'électricité, la plom-
berie, les réparations de toiture ou de
cheminée, les organismes ont regu
des demandes de renseignements
sur le travail au noir, la vente itinéran-
te ou la signature de contrats. Plu-
sieurs plaintes au sujet de 1a hausse
des prix, du travail piétrement exécu-
té ou effectué par du personnel non
qualifié ont été référées aux corpora-
tions professionnelles ou i la Régie
du batiment.

Dans le cas des plaintes ayant trait
aux génératrices, les marges de béné-
fice brut enregistrées sur les ventes
ont varié de 6 a 67 %. Le magasin
BMS. inc., par exemple, aurait percu
jusqu'a 800 $ de marge bénéficiaire
brute sur la vente d'une génératrice.
11 faut cependant soustraire de ce

Umas 9D IP

montant les frais de transport de cette *
génératrice achetée au Colorado.
Hier, en conférence de presse, les
organismes ont précisé que la crise
du verglas avait créé «des circons-
tances tout é fait particuliéres de vulné-
rabilité pour les consonimatettrss, a fait
valoir fa présidente de 'OPC, Nicole
Fontaine. En général, au Québec,
poursuivent les organismes, les prix
ne sont pas réglementés en dehors
des domaines du loyer ou du cible,
ainsi que de I'énergie et du pétrole, ol
ils sont surveillés, Mais si la loi n'in-
terdit pas aux commergants, en pério-
de de pénurie, de faire jouer l'offre et
la demande, une certaine morale se-
rait de rigueur, soutiennent les orga-
nismes. Par zilleurs, les consomma-
teurs qui estiment avoir payé un prix
abusif pour un bien de consommation
peuvent toujours porter plainte de-
vant la Cour des petites créances.

G |
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ROLLANDE PARENT
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L’analyse des 477 plaintes de consommateurs faisant état
de hausses de prix exagérées lors de I’épisode du verglas a
permis a 1’Office de la protection du consommateur

( OPC ) de constater que peu de commergants ont abusé

de la situation.

«Oul, it y a eu des abus, des
hausses de prix exagérées, mais a
la marge seulement. Peu de gens
ont fait ¢a, de fagon temporaire, et
iis ont corrigé la situationu, a dé-
claré la présidente de I'Office du
consommateur, Nicole Fontaine,
hier. en conférence de presse.

« Le simple fait d’cn avoir parlé

Condamné pour
importation de
testostérone

. JEAN-PAUL CHARBONNEAU

Serguel Mimasslan, 29 ans, a é&é°

condamné hler A 3000 § d’amende
et A une peine d’emprisonnement

de quatre mols avec sursls, pour -

avolr importé au Canada 5400 cap-
sules de testostérone.

. Le 30 juillet dernier, une doua-
nidre a trouvé étrange quon ait
omis d'écrire sur une boite arrlvant

dés le début de la crise a fait en
sorte que les commergants se sont
davantage surveiilés. Beaucoup de
plaintes concemant les quincaille-
rles sont arrlvées au début de la
crisex , a commenté Mme Fontalne.

A ceux tentés de soutenir quc
nous vivons dans une économic de
libre marché et que les commer-

¢ants pouvalent demander le prix
qu‘lls voulaient, Mme Fontaine ré-
plique que « d'appliquer la lot de
I'offre et de la demande dans une
sttuation de crise et de grande vul-
nérabilité n’était pas moralement
acceptable ».

Vulnérabilité

« Nous é&tlons dans des cir-
constances tout 3 fait particulidres
de wvulnérabilité importante des
consommateurs et notre interven-
tion ne se situe pas sur un plan ié-
gal mais sur un plan moraln, a
poursuivi Mme Fontaine.

Quol qu’il en solt, la répartition
des 477 plaintes est la sulvante : le
domalne de 1a quincailierie (135),
les achats de génératrices (73 ), les

Verglas : peu de marchands ont abusé de la situation’

stations-service (57), le bols de
chauffage (39 ) les services reliés a
I'habltation (30), la restauratlon
(21)., rhébergement (19) et la
perted’emplotl (33 ).

Au sujet des génératrices, des vé-
rifications ont £té faites par les en-

uéteurs de 1'OPC, aidés de ceux
ge Y'Assoclation des consomma-
teurs du Québec et d’Option con-
sommateurs.

Génératrices

11s ont constaté qu'l]l y a eu effec-
tivement une hausse des prix rellée
généralement 2 des couts supplé-
mentaires pour le transport. Beau-
coup de Igénéramces ont é&¢é ache-
tées aux Etats-Unls, par exemple en
Virginie et en Caroline du Sud.

¢ Al3

Sur les 73 plaintes reliées aux-
génératrices, 31 n'ont pas &é rete:
nues parce que le consommateur
n‘a pas fourni les preuves suffisan-
tes, parce que le prix payé était le *
prix de déail suggéré par la com- ;
pagnie ou encore parce que des
discussions sont en cours entre le-
commergant et le consommateur.

PR

Les consommateurs qui considd-
rent toujours qu'lls ont bel et blen
été 1ésés peuvent s'adresser A la ;
Cour des petites aréances pour faire
valolr leur grief. )

JRUSNN

Iis dolvent cependant savoir que :
selon la jurisprudence une marge
bénéficiaire nette de 50 pour cent |
pourratt étre jugée acceptable. . =h:%

La nowvelle Toyota Camry 1998,

$%. . Les mauvaises herbes pourraient

.'”';_.,.‘.:'-.- .
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Ispended 4 days

nan’s be]ly, told wife: ‘Shut up, you bitch’

ata

ror

act
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themt‘romtheearsof his colleagues on
thescene.”.

The officer told t.he oouple not to do
any “malakas.” The Greek word means
“masturbator” and is usually meantas
an {nsult, but in this case It was used
by the constable to tell the Georgious

notto cause himany trouble,

Evripidis Georgiou said the incident
left him traumatized, and he had to be
taken to a hospital by ambulance im-
mediately after. He broke into tears
yesterday while recounting the ordeal.

.“He insulted my wife,” he sald. *This
guy was acting like a cowboy

“We were humilinted.™

.

PIERRE OIINDWF GAZETTE

Evrlpidis Georglou says he and his wife, Katina, lived through “a mo-
ment of terror” when police raldcd their apartment in 1995.

Georgiou said he has avery high re-
spect for the police, but they must be-
have properly and sct an example.

The prosecutor for the cthics com-
mittee waunted Labos suspended for 10
days, while the constable’s lawyer
asked for only a reprimand. Mignauit
said he chose four days after remark-
ing that Labos has been a police officer
since 1991 and has reccived numerous
positive reports in his file.

Labos has until March 20 to appeal
the committee’s decision. If he doesn't,
he will be suspended immediately

Excessive force criticized. PageAS

prevention group
lea for more funds
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“We saw tﬁere was already a base of
services in the region for suicide pre-
vention and we had other servius that

_ werea priority”

But Lavoie says she fears that if the
region’s service agencies don't secure
more funds now, there will be no addi-
tional funding for suicide prevention or
research in Montreal for the next three
years, . .

SOME MONEY AVAILASBLE

That doesn't mean there will be no re-
search fundingatall.

no one cause,” said Brlan Mishara, di-
rector of the Centre for Research and
Intervention on Sulclde and Euthana.
sia at the Unlversité de Québec 4 Mon-
tréa).

Mishara, who is also a psychology
professor at UQAM sald pilot projects
to study strategles to reach high-risk
groups that aren‘t using existing ser-
vices are crucial tosaving lives.

Suicide-Actlon, which gets about
$375,000 a yecar from the reglonal
health board, has five specific projects
it hopes the provinclal government

ICE STORM-

Gouging
was rare,
probe

shows

JOMATHON GATEHOUSE
The Gazvlte

vautage of January's lce storms to
gouge shoppers were the exceplion,
not the rule, a trio of consumer watch-
dops say,

“We had some gouging but it wasn't
at all widespread,” Nicole Fontalne,
president of Quebec's Consumer Pro-
tection OfTice, said in an interview yes.
terday.

“The vast majority of busincsses
kept their prices steady, and some even
tricd to hielp their fellow citizens.

“On the whole, businesses behaved
very well, I think it's important for the
public to know that because they conld
have the impression otherwise.”

During the crisis, shoppers'-rights
groups and the nedia were flooded
with calls from angry Quebecers who
were convinced they were being asked
to pay exorbitant prices for storm sup-
plics fike candles, batteries, generators
and foodstulTs.

But it scems few of their complaints
werebasedon fact. |

The provinclally run office and two
private consunter-protection groups -
the Assoclation des Consominateurs
du Québec and Optlon Consomma-
teurs - jointly cxamined alnost 500
ice-storm-related compiaints and
found only six cases of suspected prof-
iteering.

“When we looked into It, we discov-
ered that a iot of retailers could cx-
plain the price hikes,” said Louise Ro-
zon, of Option Consommateurs.’

“We discovered that
a lot of retailers
could explain

the price hikes.”

“Other times, pcople believed they

- they were just purchasing items that
they don’t buy very often and didn‘t
have a clear Idea how much they
should cost.” .

In the end, lnvestigators discovered

Just 34 suspect cases involving 13 mer-
chants, all of them sales of pricey gen-
crators.
- The retailcers were asked to Justify
sticker prices that were sometimes
double the manufacturer's suggested
retall price. Most of the businesses co-
operated In the process, and were able
to prove they weren't making excessive
profits on the power plants:

“In most of these cases the mer-
chants had extra costs because they
had to obtain the generatbrs from the
U.S.,” Fontaine sald. “There are trans.
portntion fees and duty costs that have
to be taken into consideration.”

Of the six businesses Investigators
suspect of profiteering, only onc has
admitted it overcharged consumers.
Sodifer inc. in Napicrville, which sold
a $1,875 Coleman generator for $2,800

has acreed to refund SRONta a client

Unscrupuious relaiters who took ad- -

pald too much but they paid a fair price -
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them from theears of hiscollcagueson
thescene.”.

The officer told the coupte not to do
any “malakas.” The Greek word means
“masturbator” and is usually meant as
an insult, but in this case it was used
by the constable to tell the Georglous
not to cause him any troubje,

Evripidis Georgiou said the incident
left him traumatized, and he had to be
taken to a hospital by ambuiance im-
mediately after. He broke into tears
yesterday while recounting the ordeal.

.“He insulted my wife,” he said. “This
guy was acting like a cowboy.

“We were h}xmﬂlated."

PIERRE OBENDRAUE GAZETTE

Evripidis Georgiou says he and his wife, Katina, Iived through “a mo-
ment of terror” when police raided their apartment in 1935.

Georglou said he has a very high re-
spect for the pollee, but they must be-
have properly and set an example,

The prosecutor for the ethics com-
mittec wanted Labos suspended for 10
days, while the constable’s lawyer
asked for only a reprimand. Mignault
said he chose four days after remark-
ing that Labos has been a police officer
since 199t and has received numerous
positive reports in hisfile,

Labos has until March 20 to appeal
the committee's decision. If he doesn't,
he will be suspended immediately,

Excessive force criticized. PageAs
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“We saw there was already a base of
services in the region for suicide pre-
vention and we had othcr servlus that
werea priority.”

But Lavole says she fears that if the
reglon 's service agencles don’t secure
more funds now, there will be no addi-
tional funding for suicide prevention or
research in Montreal for the next three
years. . :

SOME MONEY AVAILABLE .

‘That doesn’t mean there will be no re-
search funding atall.

Last month, Health Minister Jean Ro-

chon announced the provincial govern.

ment was setting aside $700,000 in
grants for suicide-prevention projects

* across Quebec.

The announcement came in {ight of

Quebec's skyrocketing suicide rate, the
thlrd-hlghut ln the industrialized

. In1995,195 of every 100,000 Quebe-
cers took thelr Iives. That year, the
Canadian rate was 13.3 per 100,000,

“Suicide rates are affected by a num-
bero( soclo-economic factors - there's

no one cause,” said Brlan Mlsharn di
rector of the Centre for Research and
Intervention on Suicide and Euthana-
sia at the Université de Québec a Mon-
tréal.

Mishara, who is also a psychology
professor at UQAM said pilot projects
to study strategles to reach high-risk
groups that aren’t using existing ser-
vices are crucial tosaving lives.

Suicide-Action, which gets about
$375,000 a year from the regional
health board, has five specific projects
it hopes the provincial government
will fund.

But cach project would cost about
$40,000, Lavole noted, so the Montreal
centre won't probably get funding for
all five,

She added that “$700,000 for the
whole province is not enough. Even
though half of the suicides in Quebec
happen in Montreal, they'll have to dis-
tribute that money to other regions,
100"

That's why the centre s trying to
persuade the board to fund further re-
search regionally

AR AN VT Y NJ

JONATHON GATEHOUSE
The Gazette

Unscrupulous retailers who took ad-
vantage of January's ice storms to
gouge shoppers were the exception,
not the rule, a trio of consumer waltch-
dogs say.

“We had some gouging but it wasn‘t
at all widespread,” Nicole Fontaine,
president of Quebec's Consumer Pro-
tection OfTice, said in an interview yes-
terday.

“The vast majorily of busincsses
kept their prices steacy, and some cven
tried to help their fellow citizens.

“On the whole; businesses behaved
very well. 1 think it’s important for the
public to kitow that because they could
have the Impresslon otherwise.

During thie crisis, stioppers'-rights
groups and the media were flooded
with calls from angry Quebecers who
were convinced they were belng asked
to pay exorbitant prices for storm sup-
plies tike candics, batterics, generators
and foodstuiTs.

But it seems few of their complaints
were based on fact.

The provincially run office and two
private consumer-protection groups -
the Association des Consommateurs
du Québec and Option Consomma-
teurs - jointly examined almost 500
jce-storm-related complaints and
found only six cascsofl suspected prof-
iteering.

“When we looked into it, we discov-
ered that a lot of retailers could ex-
plain the price hikes,” said Louise Ro-
zon, of Option Consommateurs.

“We discovered that
a lot of retailers
could explain

the price hikes.”

“Other times, people belicved they

paid too much but they paid nfairprice -

- they were just purchasing items that
they don't buy very often and didn't
have a clear idea how much they
should cost.”

In the end, investigators dlseovercd
Just 34 suspect cases involving 13 mer-
chants, all of them sales of pricey gen-
crators. ’

The retajiers were asked to justify
sticker prices that were sometimes
double the manufacturer’s suggested
retail price. Most of the businesses co-
operated in the process, and were able
to prove they weren't making excessive
profits on the power plants.

“In most of these cases the mer-
chants had extra costs because they
had to obtain the generators from the
U.S.,” Fontaine saicl. “There arc trans-
pomtlon fees and duty costs that have
to be taken into consideration.”

Of the six businesses investigators
suspect of profiteering, only one has
admitted it overcharged consumers.
Sodifer Inc. in Napierville, which sold
a $1,875 Coleman generator for $2,800,
has agreed to refund $800 to a client.

Fontaine said three other firms are
negotiating with her office. If resolu.
tions can't be reached, the consumers’
only remaining option to take the mer-
chants to Small Claims Court.

Not ail companies thiat came under
scrutiny are happy with the process,
however:

Piéces d'Auto HD in Huntingdon,
which is accused of selling a $1,545
Homelite gencrator for $2,300, refused
to co-operate in the investigation. Em-
ployees hung up on a reporter who

called to discuss the case yesterday

!.
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Option consommateurs (Association)
Findings following complaints regarding
price increases during the ice storm repor
to Industry Canada

DATE DUE

DATE DE RETOUR

CARR MCLEAN o oo



