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Free

QuitNow is a free program for people in British Columbian looking to
quit or reduce tobacco and e-cigarette use. For almost 20 years, our
personalized support services have helped thousands of people in BC
change their relationships with tobacco and nicotine.

QuitNow's vision is to provide British QuitNow's mission is to deliver responsive,
Columbians equitable access to evidence-based tobacco and nicotine
effective and innovative tobacco and cessation services, with a commitment
nicotine cessation services. to continuous quality improvement

and innovation, in collaboration with
stakeholders across BC.



Who We Serve

QuitNow's services are free for British Columbia residents and available to anyone aged
10 and up. We serve people of all ages across the province who use different types of
nicotine products.

QuitNow serves the entire province of British Columbia, spanning
lands built on a complex history of colonization. These lands have

belonged to diverse First Nations, Metis, and Inuit communities

since time immemorial.

Our office is located on the unceded
lands of the x"mabk"“ayam (Musqueam),
Skwx wu7mesh (Squamish), and
solilwatat (Tsleil-Waututh) Nations. We
are grateful for the privilege to work on
these lands.

We acknowledge that tobacco is
considered a sacred medicine used

in ritual, ceremony, and prayer for

many First Nations communities.

At QuitNow, our work focuses on
supporting clients interested in the
cessation of commercial, non-traditional
tobacco. Any reference to tobacco in
our program refers only to commercial
tobacco. We are committed to working
with Indigenous communities and
organizations on commercial tobacco
cessation.

Most of QuitNow’s clients identify as
White (26% in Behavioural Coaching,
/7% in Digital Interventions)

Digital Behavioural
Interventions Coaching
Median Age 39 59
% under 25 14.4% 4.8%
% under 60 11.8% 46%
% under 25 88.4% 80.6%
who vape

4-5% 4-10%
of clients identify identify as Asian
as Indigenous

Celebrating Accessibility + Program Improvements

In 2023, the QuitNow team focused on continuously
Improving the program by listening to our clients and
health care partners and conducting research seeking
diverse feedback to improve our services. By enhancing

our services, QuitNow aims to ensure that every individual
seeking support can access the resources they need

to quit or reduce commercial tobacco and nicotine. In
celebration of the changes made to better serve our
clients, we will highlight the changes made to improve the
program and make QuitNow more accessible throughout
the report.




A key factor in this was our
active engagement with youth,
whose insights were invaluable
in developing tailored resources
for youth vaping cessation. In
response to the increasing need
for youth-centred services and
resources, this engagement
also culminated in the launch of
BC's pioneering province-wide
intervention, a dedicated mini-
site aimed at aiding youth in
quitting vaping — a testament
to the effectiveness of youth
involvement.

Furthermore, we revamped our
online presence by refreshing
over 70 pages on the website,
adding more interactive tools,
and enhancing both readability
and interactivity. This overhaul
reflects our dedication to
providing accessible and
engaging resources for
individuals seeking support in
their journey toward quitting or
reducing tobacco and nicotine
use.

In tandem with these
initiatives, we prioritized
inclusivity by enhancing the
accessibility of our Live Chat
platform. By implementing an
auto-translation feature and
allowing individuals without
accounts to utilize Live Chat,
we ensured that support and
guidance are readily available
to all, regardless of language
or account status.

These milestones are
important markers of our
ongoing commitment and
journey to advancing the
QuitNow program. Building
upon the foundation of
learning and engagement
established this year, we
look forward to further
enhancing our offerings and
empowering individuals to
lead tobacco-free lives in the
years to come.




hanking our Partners +
Collaborators
Delivered by the BC Lung Foundation
on behalf of the Government of British

Columbia, QuitNow thanks its many
supporters and partners:

BC Ministry of Health

BC Pharmacare

Vancouver Coastal Health

Island Health

Interior Health

Northern Health

Fraser Health

First Nations Health Authority
Doctors of BC

BC Cancer

Talk Tobacco & Canadian Cancer
Society

e McCreary Centre Society

e FoundryBC

e Dr. Laura Struik, PhD, RN, Assistant
Professor, School of Nursing, UBC
Okanagan

Legacy for Airway Health

Royal Columbian Hospital

Metis Nation

BC Smoking and Vaping Cessation
Community of Practice

e BC Tobacco and Vaping Task Force




DIGITAL INTERVENTIONS

Digital Interventions is at the core of our work at QuitNow: providing essential
services that meet clients where they are along their cessation journeys
through digital support tools. This year, the QuitNow team undertook the
major project of giving the quitnow.ca website a refresh, bringing a marked
brightness to ensure readability, positivity, and easy navigation.

42%

New Clients

(87% are dual users) ~_©

@ People stay on the site longer,
exploring more pages in one
session

The content pages with the
highest views are:

1. Explore QuitNow: 23,093

2. Quit Week: 22,585

quitnow® Lopisrdietibion < MomisQutc Fiod Seppert«

Explore QuitNow

of clients vape N

Built a new menu and link
hierarchy to facilitate the
navigation for clients

70 pages were reviewed
for information accuracy,
inclusive language and
brighter imagery

Improved readability — all
pages are now readable at a
grade 6 level

Added interactive content to
engage with the clients and
enhance their experience with
the information
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Text + Email Tips

As part of our work to centre client
experiences and feedback into all the
work we do at QuitNow, text and email
tips surveys were introduced in 2023.
Based on those survey responses,
we addressed feedback by updating
Text Tips to include daily messages
throughout Month 2. Client satisfaction
increased from 82% in January 2023 to
in December 2023!

94% felt the text tips increased their
confidence in quitting

89% of clients were satisfied with the

We activated the auto-translation feature so
clients can chat in over

Received 472 chats in 2023, a
over last year

Chat acceptance rate was
Our rating score is

(based on the post-chat survey
implemented in 2023)




BEHAVIOURAL COACHING

Our expert Quit Coaches work with clients one-on-one over a series of
telephone calls or through Live Chat. Quit Coaches help clients feel ready to
quit or reduce and provide support throughout their quit journeys.

new patient referrals o
8 1 O recieved from health care The Quitline

providers across 5 health supported

authorities in BC 20 1 9 5 O
minutes ’
average time clients along their
4 9 8 O O Quit Coaches quit journeys in 2023

spent on a call
with each client

calls made by Quit Coaches

Accessibility: Adopted new youth-focused language for

callers under 25 looking for support with vaping

[ ] 30 Day Quit Rate

. 7 Day Quit Rate

NAQC 30 Day
Quit Rate




24% of callers are looking
for information on nicotine
use and how to quit

15% of all calls are made to
clients in the week leading
up to quit day - providing
support when it's most
needed

16% of all calls are made to
support clients in the days
and weeks following quit
day

We heard from clients who signed up for behavioural coaching
across 2022/23, and more than
when we checked in 7 months after intake!

of these same clients say they would return to QuitNow in case
of a slip along their quit journey.



KNOWLEDGE SHARING

The landscape of tobacco and nicotine is constantly changing. Knowledge Sharing keeps
the QuitNow program up to date on new research, emerging nicotine products, and policy
developments so that we can be evidence-informed and responsive to changes.

Our priority is to ensure that the information we
share with clients and health care partners is
evidence-informed, accessible, and usable.

We engage with our community
to understand what they want to
! learn and how we can support

them with information. All the
resources we created in 2023 were
born from feedback from clients
and/or health care partners. We
also updated our resource creation
process to prioritize input from
priority populations to whom our
resources were targeted.

A key priority in 2023 was providing parents with the knowledge
and tools to talk to their children about vaping. We created a set
of 2 resources: Learn About Vaping for Parents and Caregivers
and Talking to Your Child About Quitting Vaping. As part of our
new resource creation process, we reviewed these resources
with a group of 10 parents. We incorporated their suggestions
to enhance the resources and ensure they met parents' needs.




Resources

SMOKING AFFECTS
THE WHOLE BODY.

ENTS AND CAREGIVERS

naark 37% af youth andpoung aduis
N BT reparted having mMed vaping.

COPING
SKIL
TOO

Techniques for
handling emotions
without nicotine.

4. Quit Journal

5. How Smoking Affects
the Body Poster

6. Learn About Vaping
for Parents and
Caregivers

7. Talking to Your Child
About Quitting Vaping

JOURNAL PROMPTS FOR YOUR QUIT JOURNEY.

Most Requested
Materials:

1. Smart Steps (General)

2. How to Access Free
Quit Aids

3. About QuitNow
Services Postcard

We created 7 resources
in 2023:

1. Supporting Older
Adults in Quitting
Smoking

2. Tips to Reduce
Smoking and Vaping

3. Coping Skills Toolkit

4,569 Downloads

Most Popular Resource
Downloads:

1. Smart Steps (General)

2. How to Access Free
Quit Aids

3. Tips to Reduce
Smoking and Vaping

4. Tips to Quit Vaping

5. Health Risks of Vaping

Over 60 orders were placed
from community organizations,
clinics, health authorities, and
schools/educators.



Launched in October 2023, the Youth Mini-Site is one of the most significant
accomplishments we are excited to celebrate at QuitNow. A project that was 3
years in the making, this site was born out of a need to fill the gap in services
available in BC for youth to quit or reduce vaping. We had been hearing from
youth, parents, and health care providers that youth were struggling with
vaping addiction but did not have access to the right tools and services to
support them with quitting.

4#We created this site based on our engagement with 450 youth,
ensuring it was youth-informed from inception to launch
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Goals of the mini-site:

Provide educational, evidence-based
information about vaping in a youth-
friendly way

Allow youth to access information without
barriers, without having to make an
account

Enable self-directed exploration of
information without having to interact
with a Quit Coach

Increase youth's motivation to quit or
reduce vaping

1,653

site engagements

| (clicks + quizzes)

e have distributed over 600 promo cards and 200 posters

to schools, health authorities, and other health care organizations
N |\ S gy ——

15 external orgnizations have linked to the mini-site

' Vih

14,405

site visitors




Designed with Youth in Mind

Youth engagement was central to the creation and
design of the Mini Site.

January 2023: 4 focus groups with 35 youth, to
learn how QuitNow can support them in quitting or
reducing vaping.

June 2023: Survey filled out by 405 youth, to learn
which services youth would use to help them quit or
reduce vaping.

September 2023: McCreary Centre Society’s
Youth Advisory Council reviewed the mini site Reaching
before launch, providing a youth perspective on the

content, look, and feel. 5781000

R AN people

-We are incredibly grateful to the McCreary Centre Society
and the YAC for their contributions to this project!
TN 14,201
" ! clicks from advertising
targeting people
under 35

Your Vape-Free Life

Interested in cutting down on vaping? Or ready to quit
entirely? Coping Skills

Explore our resources to help make the right decisions for you. You can achieve Mental Health
your goals and take control of your life.

B PO I

Gulde to qult or reduce

The power is in your hands.

The mini-site encompasses 4 sub-pages under “Your Vape Free Life,’
designed with a youthful look and feel.

@ Guide to Quit or Reduce @ Coping Skills
© Addiction © Mental Health

Page with the most engagement (time on page): Mental Health

Page with the most views: Guide to Ditching Your Vape (4,383 views

)

Interactive Quiz used most: “Why do you vape?” (471 times)




MARKETING +
COMMUNICATIONS

Our marketing and advertising efforts are INSTAGRAM
focused on expanding awareness and reaching

wider audiences through diverse channels and

platforms. Our priority is making our program

offerings more accessible to people across the

province. We continue to see increased growth

across following, engagement and link clicks on

organic and paid content. In 2023, we advertised

on new channels for broader reach and more

awareness with 3 major campaigns throughout

the year: New Years Resolutions and the launch FACEBOOK
of our Quit Week BC contest in January, a

summer campaign encouraging people to use

distractions to quit, and the launch of our Youth

Mini-Site in October.

Over 92,000 link clicks from
social media advertising




QUIT WEEK BC
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have joined \.  from ads
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I won the th Week BC contest in summer of 2023 and as of Apr|I
2024, | am still nicotine free! I've made many attempts to quit vaping
- _since | started in high school, but this is definitely the longest that
5 I've managed to stick with it! As an undergraduate student, | thought
he chance of winning was a compelling reason to quit and winning
he contest has motivated me even more, and | reaIIy enjoy recelvmg
I QuitNow’s emails when | hit milestones! e e

- Quit Week BC Winne
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Google Ads Improvements

In June 2023, we optimized Google Analytics to better assess our
Google Ad conversions (those who click on the advertising link and
sign up for the program). From this, we can see that we had

with a conversion rate of (double the average!)



COMMUNITY OUTREACH +
HEALTH SYSTEM SUPPORT

The QuitNow Outreach Team aims to build awareness of QuitNow among health
care providers and community members across the province. In 2023, the Team
connected with several priority populations across BC, sharing information
about QuitNow services and fostering meaningful connections. The Team also
worked alongside health organizations to train providers across the province,
including doctors, dental professionals, and nurses.

The Outreach Team engaged over 4,000 individuals this year and
distributed over 8,000 promotional and printed materials

Sessions Number of
Conducted | Participants

9 124

13 1,069

& 2,110

3 111




Sessions Number of
Conducted = Participants

’ Health Care Provider Training Sessions

, Training sessions were virtual and lasted
between 1.5 and 2 hours.

{ QuitNow Live Virtual Workshops

The QuitNow Live Virtual Workshops consisted
= of two one-hour sessions. Each session covered
- two modules, including question polling, role-

*i: play activities, and breakout rooms.

B Health Care Provider Events

The Outreach Team participated in various
events for providers around the province.

v L
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This year, the Outreach Team focused on sharing information about nicotine use in creative
ways that suit the needs of different audiences.

Empowering women to quit nicotine

The Outreach Team has worked with the Heartwood Centre for Women since 2019.

In 2023, the Team updated the existing presentation format to better suit the needs of
participants. They developed playing cards that sparked conversations around the benefits
and challenges of quitting for women and what supports are available through QuitNow. The
cards inspired meaningful discussions with participants that encouraged and empowered
them to quit or reduce nicotine.

Supporting Indigenous communities to quit smoking

The Outreach Team also supported Indigenous communities with smoking and vaping
cessation. In collaboration with Indigenous youth, the Team developed a zine for Gathering
Our Voices, an annual leadership conference for Indigenous youth. The zine, a small
magazine-style booklet, shares information about nicotine use and vaping cessation in an
accessible and youth-friendly way. The Outreach Team also attended several Indigenous
health fairs and continued to grow relationships with First Nations across the province.




In 2023, QuitNow remained
committed to empowering people
across the province in their journeys
toward tobacco and nicotine
cessation. Through our dedication
to quality improvement and centring
client voices, the program actively
sought and implemented feedback
from clients, youth, parents, and
healthcare partners, resulting in

a more accessible and impactful
service. Notably, we are excited to
have launched the youth mini-site,
born out of extensive engagement
with youth to fill a crucial gap in
support services. We hope to expand
our vaping services to better serve
youth in the future.

o000 o0
We also significantly transformed our e00000
online program. We revitalizedover70 ©® ® ® & ¢ &
pages on our website to offer a more : : : : : :
engaging and accessible experience. 000000
Further, our expert Quit Coaches o000 00
provided unwavering support to nearly : : : : : :
2,000 clients, with many achieving ©e00000
significant milestones on their o000 o0 o0

cessation journeys.

Through knowledge-sharing initiatives and community
outreach, we expanded our reach and impact across
BC. The QuitNow Outreach Team forged meaningful
connections and created tailored materials, while
several evidence-based resources were developed
through our knowledge-sharing efforts. As we look
ahead, we remain dedicated to our mission, grateful for
the support of our partners and clients, and eager to
collaborate further for greater impact and innovation in
BC's tobacco and nicotine cessation efforts.




We are thankful for the support
of our program through the

BC Lung Foundation and the
Ministry of Health.

Our success is driven by the strength of our partnerships, the support of our
partners, and the trust of our clients. We value collaboration and welcome
any ideas you may have. Please reach out to us anytime.

2675 Oak Street quitnow.ca
Vancouver, BC 604-731-5864 quitnow@bclung.ca
B6H 2K2






