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It is with great pride that | present the
first Anmal Report of General Insurance
OmbudService,

The last 18 months have been & time of
significant change for federally regulated
financial institutions, including property
and casualty (PEC) insurers - the private
companées that insure homes, cars and
busineszes across Canada. During this
time, the federal government passed
sweeping naw legislation, BITC-8, An Act
o establivh the Financial Consurmer Agency
of Conodg, that will have a dramatic
Impact on every financial services
industry, Including measunes milated

o consumer protection. As a result,

all federally regulated financial service
providers were required to estabdish a
procedure for dealing with complaints
and be a member of an independent
organization that deals with complaints
gl resoheed to the satisfaction of the
cansumer within the company complaint
handling process. A committes made up
of industry and federal and provincial
requlators keoked ab ways to develop a
national, cross-sectoral dispute resolution |
mechanism. A new model, representing |
a significant achievement in the area
of consumer protection in Canada’s
financial services sector, emenged.

The sutcome for federally regulated
PEC insurers was the General Inswrance
OmbudService (GIO), an independen
arganization that responds to consumer
complaints rermaining wnresobved at the
end of the company
complaint
[Process,
DI s part
of a larger
network,
the Centne for
Financial Services

A message from the Chair

OmbudsMetwork (CFSON). Created

by Insurance Burcau of Canada, the
Canadian Bankers Assoclation, the
Ivvestment Dealers Association and the
Canadian Life & Health Inswranoe
Association, the CFAON i a pratocal
amsd standards-setting onganization.

GO dispute resslution profocsl and
standards for complaint handling comply
with those of the CFSON,

The beginning of ary endeavor is filled
with exciternent, the promise of change
and the accompanying trepidation, | am
very plaased to report that GIOs start-up
activities have been on time, on budget
and without surprises,

CIOVs dispute resolution process reflects
thie industnye's long-standing commitment
to high standards of consumer service.
With the help of professicnal mediators
fram the Alternative Dispute Resolution
(ADHR) Institute of Canada, and in
Québec, from the Barreau du Québec,
insurance companies and consumers
work toward solutions that are in the
best interest of both parties in a fair,
independent and impartial environment.
GO operates through reglonal offices

in Vianoouver, Edmonton, Toronto,

| Montreal and Halifax, providing greater

accesibility and consistency of serice
an a national basis.,

Understandably, our first vear has been

a time of growth and development,

Cwur consumer services officers have
done a tremendoas job adapting to a
new process while maintaining their pro-
fessionalisrn and sensitivity to consumer
concenns and anxties.

The process is working. It is simple,
timety and, mast of all, fadr.

Our consumer senices officers across the
country handled more than 5,000 calls

between our start-up on |uly 1, 2002
and the end of owr fiscal year on April 30,
2003. Of those calls, 43 emerged as GIO

| cases, It is important bo nate that not

all of those 5,000 callers had complaints,
In fact, most were simply making
inquiries, which were readily answered
h}rnurﬂ_:murl'lﬁ' services officers,

With the support of a dedicated inaugu-
ral board and an industry committed

to more than fulfilling its responsibadities,
GIO, | believe, has met the challenges
while maintaining the consumer as the
primary focus,

I am deeply grateful to my fellow board
members. Much has been accomplished
since GIOFs July 1, 2002 lsunch. The result
is a thoughtful plan and a solid program
that responds well in addressing the
consumer complaint process and senving
both the consumer and the industry,
Going forward, our top pricrity is to
build on the core values that have made
GIOYs process waork soowell. It s crucial
that we ensure that people are awane af
our robe, responsibilites and mission. For,
this is the balance = with the objectives
of fairness and impartiality, confidentiality,
abjectivity and independence — whilch i
the foundation of this organization.

Lea Algar
Chair, General lnswrance OmbendService



General Insurance OmbudService - What we do and how we do it

Our Value Statement

Whe are commitbed o standards of excellence that reflect cur core principles and sabues in best industry consumer-complaint
handling practices, which include:

* heing accessible to insurance consumers across the countryg;

= providing timely service based on fairness, impartiality, objectivity and respect;

& maintaining our independence from member insurance companbes;

* communicating with consumers about our services;

# upholding the highest standards of accuracy and consistency of information; and
* respecting the privacy of consumers.

Above all, we are committed to doing all that we can to foster the development of industry best practices on service
standards and consumer-complaint handling. As a result, we will increase consumer and member com pany confidence in
GlIr's mediation process.

Consumer Assistance and Dispute Resolution

Consumer assistance
There are two steps to GI0's complaint handling process - consumer Many consumers contacting our
regional offices simply want to speak
assistance and dispute resolution. G10 handles consumer inquiries with someone knowledgeable and
regarding the complaint resolution process and related matters impartial to determine whether they
Faves & complaint they ihould puriue.
concerning dispute resolution. Dispute resolution is the final stage of GIOs consumer services officers direct

consjumers back to the appropriate
person within their insurance company
first attempted to resolve the complaint with the company's complaint if the provider has not already reviewed

a two-tiered, formalized process where the consumer must have

& conmemar’s comiplaint, Most concerns
or complaints can be addressed within
the company ooncerned.

liaison officer before proceeding to mediation.

I & consumer is dissatisfied with the
resalution progied or explanations
provided by his/her insurance company,
GO consumer services officer puts the
consumer in contact with the insurance
company's complaint Baison officer

At this stage, GIO% rode i still one of
consumer assistance; the primany respon-
sibility for complaint resclution remains
at the company bevel with the company
cadmplaing haison afficer.




The consumer then follows the company’s
formal complaint handling process, This
often imsolves a clarification of the issues
im dispute and the facts of the case.

AL the end of the process, the company
complaint liaison officer isses a final
better of position explaining how the
insurance company proposes to resche
the complaint, If the consumer if ot
satisfied with the proposed settlerment,
he or she may request mediation. Cne of
GIs consumer services afficers will
assist the consumer with the application
process,

Dispute resolution process

GIO's mediation process begins wihen
the consumer contacts GO with details
of the dispute and is asked to sign a
Canjurmer Compbant Registration Form far
Mediatian Serwice or submit a writhen
request for mediation,

The GIO consurner services officer

#33i5ts the consumer in the selection of

a mediator to be provided by the ADR
Institute of Canada Inc., o, in Québe,

by the Barreau du Québec. Once all
the necessary documents have been
received, the mediator facilitates a
D0-rninute mediation sesshon betwesn
the consumer and a representative
fromm the insurance oompany,

The insurance provider covers the fees
for the mediator during the 90-minute
session, The consumer covers hisfher
own expenses and those of hisfher rep-
resentative(s) to attend the rmediation,

The medistor is obliged 1o complite
the mediation and submit a repart to
the insurance consumer, the insurance
provider and GICO's Corporate Secretary

within thirty days of receiving the
mandate to mediate,

If, at the end of the session, the dispute
remaing unresobsed because the parties
could not reach 2 mutual sgreement

for settlement, the mediator prepares a

| report with recommendations that are

nof binding on either party. GIC,
throargh its regullar reports, makes public
an insurer's non-compliance with the
rrediator's recommendations,

I exceptional CircUMSLANCES, & Peview
may be conducted when IO operating
standards of faimaess, impartiality,
abjectivity and confidentiality have

not been respected in the mediation
session, and/or unusual cirdumslandes
have affected the mediation process.

Consumers do not surrender their

legal rights by participating mn GIO%
miediation process, They can puriusg
other dispute resolution optipns
ranging from arbitration to litigation if
they are not satisfied with the culcome
of GIC's mediation process,

Howeaver, to respect the confidentiality
of the mediation and/for review processes,
coniumers, along with mediators and
insurance providers, are asked to sign a
Mediation Agréement to ensure that dis-
cussions that have occurred amang the
parties may not be used in subsequent
legal or regulatory proceedings.



Who can use GIO and when?

Any home, car or business insurance Sorme matters are beyond the scope of GIO provides consumers with the
consumer who has a complaint or GIO, such as: epportunity to resolve problems faster by
dispute with a member compary of the cost of insurance: affering thern, through medistion, an

GO may wse the service, GO deals
wilh comurmer complaints and disputes

alternative solution to the courts. The
| primary objective is to increase the

_ the terms and condithens of the
[ insurance policy purchased by the

relating to claims {e.q., procedures, ik | confidence and satisfaction of insurance
chitlays, unsatisfactory settlement . ; consumers by empowering them to
amounts, denials of claims) and/or dispute settlement procedures as participate in the dispute resalution
interpretation of policy coverage. requined by law or designated requla- | ooocacs along with their insurance
oy authorities peovider. This helps the parties reach
matters that have been, or ane a mutually agreeable solution to the
currently, before the courts, dispute in a confidential, non-confranta-
tional, and cost-effective mannes.

l— Consumer has a concern, probldem or comglaint

Approaches GO Approaches CESON  ---—-mommesy
Comsurmer referred to company complain lisison officer; ol Consimer
rewiews & (ssues final position letter referred to GHO
Consumer not satisfied Consumer
satistied i T

0 minute mediation sesshon with report

Segaion i3 unsucoessiul Sesslon ks successiul

T
Process revinw under FILE CLOSED
special drcumstances Report to GIG Boand



Independence of General Insurance OmbudService

Geerieral Insurance Ombodierdice was
incorporated on kay 31, 2002 as a federal i
not-for-profit conporation, Although the |
organization is funded by member
insurance compandes, great care has
been taken to ensure the independence
of the Ceneral Injurance CmbedSenice,

The Board

The seven-member Board of Directors
includes a majority of five independent
directors who are not affillated with the
PEC insurance industry. The other two
diréchors ané indurance executives,

The frve independent direciorns act a3
the nominating committes by putting
forward names for independent directors,

They also reviews and recommend to

the board the budget as well as proce-
dures 1o ensure compliance with the
established consumaer comglaink
standards. Independent directors retire on
a staggered bashs to ensune continuity.
The rotation beging at the conchsion of
GO second year of operations,

The independent members of the board
meet stringent conflict of interest quide-
lines to ensure the pubdic that they
aperate independently nom the PRC
insurance industry, They are individuals
who are kmown and respected on a
nathonal and or regional basls, and whao
reflect the greatest diversity of experience,
intenests, backgrounds, and gecgraphec
representation.

Board of Directors

INMDEFEMDENT DIRECTORS

Lea Algar, CIF

Choir of the Board & MNominaling Cowmmillse
Independent Directar, Ontario Begion
Consumer and ﬂ.:gulall:u}l Attairs
Consultant

Susan Yurkowvich

Chair, Stondards Committer
independent Director, British Columibia
B Yukon

Vice-President, Conporake Affairs
Canfor Conporation

Roger Smith, Fh.0.

Chaarr, Budigef, (Al Commiliee
Independent Director, Praies,
Morthrrest Territonies and Mol
Profewior Emeritus of Economics and
Busiiness Ecomoemics

University of Alberts

Plerre Meyland™
tndependent Director Quehec Region
Fimancial Affairs Consultant

Terence Donahos,

LLE., B.Ed (Hond, DWC.L (Haal
independent Director, Atlantic Region
Vice-Predident

Pasitive bmpact

INDUSTRY DIRECTORS

Gearge Anderson, ©.6., LLE.™
Eh:rqm:!r
Insurance Burcay of Canada

Diane Strashok™

President & CEQ

Peace Hills General Insurance Company
Edmonton, Alberia

o Ms Aqar B =0Tk b of the Sossecch s
BudgEUiAudin CormyimbE.

** Ml of Sandandi Commities

S5 Rt o Budigel s Commities



Member companies

CIO has two categories of members:
voting and monwoting, Board members,
made up of independent and industry
directors are voting. Non-voting members
include: infuners; reinsurers; companies in
nun-off, icensed in Canada to carry on the
business of general insurance; and Lioyd's,
which has been admitted pursuant 1o the
bry-laws of GIO, This structure has besn

created (0 ensure an appropriate dagres
of separation and independence from
the non-voting members who are af the
insurance industng

ACE INA Ivurance
Alfiiated FM Imasance Company
Abea Burope Ltd
Alianz Canada - Allane Irsurance Comparsy of Canads
Allanz Coanadla — Tralalgar Insrance Company

of Canaca
Hﬂﬂt-.ﬁbﬂl‘:tmuﬂ.‘m

Alviate — Alsiste irsurance Company of Canada
Aigiake - Pembridge Fdaurance Company
&merican International Compasie - Amencan Home
Aurance Company

Amnerican Intermational Compandes - Commente &
Industry Inpsrance Compuny of Canada
Arrerican interrational Commpanied - Mew Hampahin
Insarance Company
Amedican intermational Compankes — Traniilants:
Reinmerance Comguny
American Redraurance Comgpany
American Aoad Insurance Company
Aueiation ird Geneval Insurance Compary Lid,
Setea Canacla Inet, — Bite Insurance Company
Hstea Carada Inc. - Mewioisersdam Insurance
Company MLV,
Fava Caruaddd Ine. = Nipponkoa inurance

¢ Liwted

Avira Canada Inc. - Soottish & York irdurance Co.
Lirmited

Mo Canacls e, - Traders General Inmsrce
Company
Matva irmance Comgany of Canada
m—k'lynhudrﬂrmdkwmm
LA - Adsuraeoes Inc.
MO - Civporatie Sohution (Peimsurance)
ANA = Corporate Solutiord Asurshie
AXA = Insurance (Canada)
A — Pacilic ragrance Company
Eailer Inspeciion and Insurence Companry of Canada
British Aovialion Insursesde: Compiy
Canadian Premier Life lraurance Company - Legacy
Ganeral irdurance Company
Centennlal lmurangs Company

Certas Direct Insurarce Compary

Chuitsh leeurante - Federal Inpaance Comparny

Chubb insurarce - Mitul Sumiteme Isdurance
Company Limilsd

Chubb Insewrce Company of Canada

Citadel = L'Linigue compagnie dapurancs

Ciraded Cenetal Aasurarce Company

Co-operatiors - COSECO bnurance Company

Co-aperitors = Echelion Ceneral Inorance

Co-operaters — General Iniurance Company

Co-operaters - Sovarngn Genceal Insrance Compary

Crornltareed Specialty Insurance Company

Contirental Caualty Compary

Db, Wiliare & Associates Lid. - Armerican
Adpriculiural lnsurance Company

DA, Wiliarra e Asposciabes Lidl - Cologne
Eirdurance Company

DU, Williama. Bt Asuocistet Lid, - Employers
Insurance Company of Wauda

Dhd, Williams & Amociates Lid, - GE Rensurange
Corperation

e Wollliams B Asociates Lid, - Hanngwes
Rilc kwerticherungs AG

oL Williamns B Associates Lod, = WW Reinsurance
Corporation Limited

DML Willarns B Addodiabes Lid. = RellaStar Life
Inurance Compary

Cr.bd. Wil & Assoclabes Lbd. - Skowedia rurance
Coenpany Lid,

Diominion of Canade Genoral Insurancs Company

[Eagiy Sar rdurance Company iLimited

Economical Insurance - Beonomical Matual
Ireurance Company

Economicyl Insurance - Federation Insursnce

Company of Canads
Econamical Insuranoe = La compagnis @ asurance

Mussiquii

| Bcorcmical Irqurancs - Langden Ingarance Company

Eotfvbinical Inturance = Perth H'rn.mltmpan:-
Ecomcrmical Insuranse - Waterloo Iniurance Compary
Emnployers Reinsurance Conporation
Equitatde General Irturance Company
Euler masricam Credit Indéminity
Faciory Mutual inverance Compary
Federated Insrsnce Compary of Canada
Folcamenica Rergurance Company
Ceneral Colagne Re
iGoid Circle Insurance Company
Gigin Insusanoe and Guarantes Company
Creat Amarican Inseance Compary
Greal American inprance Compasy of Mew Yok
Gussheaes Campany of Morth America
Hartford Fire irsurance Company
H¥EC Camadian Direct Insurance Incomporated
1N - Inparance Comparry of Canada
ING = Mowex rurance Coenpary of Canads
TN — The Maddic Insurance Comparny of Canada
ING - Wesbern Union Inserance Company
Jeven imurance Company - La coempagnie
' asmrInGe o
Kemper Carada lrdurance Companiei/lumbermers:
Bl Coralty Company
L Mares R
Liberty insurarce Company of Caruda

Liberty Mistoal Fir: lrgurange Compy

Libsesrty histaal brsurance Comparny

Lioyd's brrurance Cempguiny

Lombard Canada - Losnkard Ceneral Inwrance
Company of Canada

Lombard Canada - Lombard Insuranoe Compary

Liribard Canada = The Toida Maring b Fee
Inparance Campany L.

Lombad Canada - Zivith liurance Comparny

London and Midland General Insurance Compansy

Merverite Ml Fre imurance Company

Metro General Inwrance Corporation Lid,

| Millenium Insecance Corporation

Mioiors Insumede Corpsration
hhﬂ-ﬁﬂﬂ:mm:fw
Murath Reiiurance Corpany of Canada
Mturich Relrurance Cormpamy, Canada Branch

(non-fe)

Oulyzury Aemerica Reinsurance Corporation

{Canadiar, Sranch)

Cid Republic Insurance Compary of Canada
Parnar Re 54

Pearce Hills Coreeral Insurande Compasy
Personal Insutarce Compery of Canach -

La Personidle Compagrde Drasiurance du Canada
Pngm}mmmn.lml:m
Prodective Idurance Compamy
Frovidence Washington Insunes Company
Byl B Sun Alkance - mwm
Ryl B SunAlianse - Astestus irsurance Lid
Royal & Sunaliance - Wetein Adsuisnoe
Reoyal & SunAlience Canada
SC0R Canada Reinsuraroe Company
Security Insursnce Company ol Hartlond
Semmpo Japan brurance Inc. = bormely Yasuda Fire

and Maring
51 Paul Fire and Marine braurance Comgany Inc.
1. Paul Gusrantes Insurance Company (old London

Guaranter laurance Compay)

Seate Farm Hmlmmtmmmnm
Swias Be - Canaclige Ceneral Branch
Swiss Be - Halla Canadian Brarsh

Suwias e - Muorth American Specialty inmrance

Company — Canadian Beanch
Swvins Re - Swisy Bensurance Compary of Canada
THE. lurance Company
TD Meloche Monnex Ing, - P kdurance

Compaty
TO Mielache Monnex . = Secusity Mational

Insurarce Comparry
T bkl Blonnes Inc. = TO Ddrect Inpurancs e,
TD Meloche Mo bne, - TDF Ganeral

Insurance: Company
The Tid Reinsurance Company of America
Tt Inaurance Compuiry
Trirswdiers Casuaity and Surety Company of Cansds
Trarwidis Indlemnity Company
United Stabes Fidelity f Guatnty Campany

| URica Mistual lrurance Comgamy

Warwanisa Mutual Inssrance Company

Durich Inssrance Company

furich iurance Company = Alping Insuranoe
Compary Limited



The Process

CIO's independence with respect to the
process devised to address unreiohed
complaints i further guarantesd through
the professional mediators provided by
the ADR Institute of Canada and, in
Québes, by the Bameauw du Québec. In
miediation sessions, the mediator acts as a

facilitator to help the inturance coniumer
and the nsurance provider — who are
bath central to the mediation process =
resobve their dispute through consensus,
In cases whene mediation is unsweocesshul,
the medintor prepares a report that is
non-oinding on either party.

There is no appeal 1o the boand regard.
ing the cutcome of the mediation

Communicating with consumers

A ey objective af GO is o inform the
public of its role s a bilingual, Integrated,
comsumer assistance service for con-
surmers wivo have a retail relationship
with insurance providers of home, car
ar busingss insurance that are membsers
of the Corporation,

An important first step in that direction
wirs the development of GIO's consumer
brechure and a consumer-focused
interactive website, wwvgio-scod, org,
Cur website i our most visible face to
the public; in an average month, the site
has nearly 600 visitors,

I this first year, GO has benefited from
a varniety of activities that have provided
significant opportunities to disseminate
information about the organization.
These activities have ranged fram
public-speaking engagements to news
releases sharing developments on GIO%
veoik and consumer-focused publications
introducing GIC,

A significant component of GHO'S come-
munications activities was the attention
given to training the staff of GO mem-
ber companies as waell a3 mediators and
consumer services officers. Prior to GIOs
Juby 1, 2002 launch, training sessions were

Whawe are
mmm—m“uuﬁwmu-.u

process. In exceplional eifeurmatances, &
process review may be conducted when
CHO's standards of fairmess, impartiality,
objectivity and confidentiality have not
been rejpected in the mediation session,
andfior wnuiwal circumstances have
affected the mediation process. The ADR
Institwte of Canada will conduct the
Process revies,

e i e el

mteers ,I.
ﬂ-puu qu!ﬂnﬂdqﬂmhulh‘lﬂl el il o i
part e el

held for member company representa-
tivees, imechiatons and comsumer sendces
officers acrods Canada, Throughout the
year, additional tutorials were held Tor
imswrance providers who joined GIO,
GO also partniered with the Ontario
Chapter of the Insurance Institute of
Canada to provide a dispute resolution

seminar for insurance professionals,

Ay we move forward with GIO% commu-
nications initiatives, we will broaden our
afforts to reach out to consumers and
consumer groups to explain the role of
GO, Further, we will continue to foous

on the development of useful information
tools for consumens and to make plain-
language materials readily available for
their use. We are abbo committed to
working with gar stakeholders = member
compandes, gavernment and elected
officials — to strengthen and enhance
indusitry best pracisces relating Lo

service standards and consumer com-
plaint handling procedures. Finally, néw
partnerships will be identified and
presentation tools will be developed to

| supporl our members” continuing Lrain.
| ing requirements,



Statistical Summary for 2002-2003

Comsumer services officers across Canada
handled 5,717 calls from July 1, 2002 to
April 30, 2003,

Farty-theee GIO cases emerged from
those 5,717 calls, of which:

=17 weere setthed at the company level
@ 23 woere referred to mediation, of which:
13 were sucoessiul

= 1, following mediation, continues to be addressed by the insurance company

# 9 are pending

= 3 files were closed At the consumer’s request

A tobe Mustrating the regionol Breakdown of colf activity on the basis of oggregote dota for completed and angoing GIO cases is pravided below.

GI0 Activity Report - July 1, 2002 ta April 30, 2003

Atlanitic Québec Prainies BC Gntario Total
Tatal calls 26 a5 33 1z 5,581 577
GIO Case History ;
Caged Seatled at Camparry Lewel % 0 B L1} i 1] 17
Mediation Cases Completed 0 11 1 S0 1 - T
Mediation Cases Undenway 0 R 0 [ T 0
Mediation Cases Pending 0 2 T T 5 R
Files Closed ot Customes™s Request i (1] 3;_ (1] 1] . u 3 3
Total cases o 25 z 10 & a3

Explanatory Notes on GIO's 2002 - 2003 Activity Report

I 2002-2003, rmore than half of the
prémiums paid by consurmers to private
general insurers provided coverage for
automobdes. The next largest category
wii property insurance for homeowners,
tenants and commercial enterprizes,
This was followed by Bability insurance
(product liability, directors” liability, etc.).
Orther types of insurance include boiler
and machinery insurance, marine and
aircraft insurance, surety and fidelity,
and other, mare specislized lined,

Autamobile insurance for private
pasienges and commercial wehicles ks
mandatory throughout Canada, This
nsurance provides financlal protection
o policyholders hebd lable for injury or
boss sstained by others anising fram the
aperations of their wehicles,

Covernment insurers in Manitoba,
Saskatchewan and British Columibia
administer basic auto insurance and

| G0, in its operations, reflects those

compela with private insurers for
aptional and exceis coverage. In Cuebe,
beodily indury is covered by a public plan
admenisiered by the Société de Fassurance
sutomobile du Québes (SAXQ), while
collison damage is covered by private
insLrers,

regional differences,

Quebes region handled 13 cases relating
to vehiche cash settlement igsues, 10
cases relating to personal property,

and 2 cases dealing with comimercial
property Claims,

The Prairies region (Manitoba,
Saskatchewan, Alberta, Morthwest

Territorles and Munavut) handled two
cases in Alberta relating to bodily injury
claims, GIO% caseload for British Columbia
and Yukon focused on personal property
s,

I 2002-2003, two distingt yet parallel
events contributed to generate the
wodurmse of consumer calls in Ontano
region. The first invohved increases in
auto insurance premiums and the second
redated to GIO's new responsibifities
when the Financial Services Commission
af Ontario (FAC0) delegated its
complaint resalution function o GO an
December 1, 2002

GIO's casedoad n Ontario dealt with
complainis on auto insurance rates and
digputes on claims related matters,
excluding digputes on accident benefits
under the auto policy. FSCO continees
to handle those disputes because of
the requiremenis of the Onéanis
InEerance Acl



Conclusion

GHA Sl positioned pacantinge
building onl the strong fewndateon that
was established dunng ifs ficst year of
Gperation, 1S value toomembers and thein
CONIUmeEs 15 a kayangredisnt o ity
continued success. The G1E) Baard will
sepk feedback from consumers, GIG

mem er oo panies and stakehobdes
grodies tolasiess andlenhance the crgani-
ZalEGns F:-q_'rl'ur|11:|':{_|: THkL T c_n:.hrr.!ng yaar,
Gl willlalso contanue vwamking wathin the

EESEN Land thelindustiy=levelldizpube
resolution mechanisms = the Canadian

Life and Health ImsurancetGmbuds enace
CELHIE and the Ombadsman for
":!th-'ng Services and Investments (D85
— tocoardirmabe e ot in Cemmunatal 1]
LI OO TRt Eadir A el rlJrl.lIL"I enbance
imd ustioy biest practices in consumer
complaint handling procedures.

Flnally the board syill atic keep alwaich-
ing bk onlemerging devetapments in
the regicns to ensure that GO0 Can keep
et with and sdapt o -:'h.:|1|:|i.-. The
Cridnec situation s currentlyin a state of
flusawith the adopticaofBIE0F Andct

renmecting Agence nationae dencadremert
au seteur fnanckern A transition team'is
currenthe studying the establishment offa
5.in|,_|l-:' I ul:l'.-;_:-'_g.' hm::}' tolgavern L
financial sendce institutions indGuebec.
WWhatever thel outcome, we remain
confrd et it RhasEredig | oo af
government-industne cosperation lin
complaint resoluticn — as envisoned —
will rermasnintact tofacilitate Information
shanng ardlindustog Best pracisces in te
imterest of consumess anc our members

acrss Canada.



Where is
General Insurance OmbudService?

General Insurance OmbudService has offices all across Canada. For help with your problems with
your Insurance company, call General Insurance OmbudService at:

Eritish Columbia and Yukon
(604) 684-3635%;

\oll-free: 1-877-772.3777
{British Calumbia oniy)

Pralries, Morthwest
Territories B Hunavut
(7BO) 4232212
toll-free: 1-800-377-6378

(Prairies, Morthwest Territories

& Nunavul odly)

General Insurance
OmbudService

| Ontario

(416) 362-9528;
toll-free: 1-80:0-38 52880
{Ontaric only)

Ouebie

(514} 288-6015;
toll-free: 1-800-351-5131
{Cudbeec only)

%‘ Service de conciliation &n

ﬁg assurance de dommages
g

Atlantic provinces
(90F) 420-270
toll-free: 1-800-565-7158
(atlantic provinces only)

For more information about General Insurance Ombud3Service, visit: www.glo-scad.org



