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ABOUT US
The General Insurance OmbudService (GIO) is an independent 

organization, created in 2002, with the sole purpose of helping 

Canadian consumers resolve disputes or concerns with their home, 

auto or business insurers. Our goal is to use our extensive experience 

and industry-related insight to work towards a fair resolution between 

individuals and their insurance providers.

Any home, auto or business insurance consumer in Canada who has 

a concern or dispute with one of GIO’s member insurance companies 

can initiate the process by contacting us with the details of his or her 

complaint. GIO’s services are available free of charge, in both English 

and French. The majority of issues GIO deals with concern claims, 

interpretation of policy coverage, policy processing and handling.

HOW TO REACH US
GIO can be accessed right across Canada. 
For help with problems with your insurance company, call General 

Insurance OmbudService on its national toll free number at 

1-877-225-0446 or visit www.giocanada.org.

Head Office
10 Milner Business Court, Suite 701  •  Toronto, Ontario M1B 3C6 

Tel. 416-299-6931  •  Fax 416-299-4261

Cover photo – Howe Sound, British Columbia. Brian Maltman

OUR MISSION
The General Insurance OmbudService mission is to provide consumers of 

car, home and business insurance in Canada with a cost-free, independent 

and impartial process to resolve their complaints. To achieve our mission, 

we are committed to:

• Making insurance consumers aware of the service we provide;

• Applying best practices and standards in addressing complaints;

• Providing access for consumers by toll-free telephone, mail, e-mail, 

internet and facsimile;

• Maintaining a knowledgeable and courteous consumer service staff;

• Ensuring that all cases are treated in a confidential, balanced and 

fair manner.
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OUR VISION
The General Insurance OmbudService will be recognized 
as the destination of choice for complaint resolution 
for the General Insurance Industry, its Customers, and 
Governments, by being a Centre of Excellence.
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OUR COMMITMENT TO CONSUMERS

ACCESSIBILITY
Providing convenient ease of contact for consumers to express and 

pursue their concerns. Consumers wishing to access our services may 

contact GIO in a variety of ways, including our national toll-free telephone 

number 1-877-225-0446, mail, electronic mail, facsimile and through our 

web site, www.giocanada.org. Our Consumer Service Officers will assist 

consumers in either English or French.

TIMELINESS
Responding promptly to consumer inquiries and complaints. In the case of 

fax or e-mail messages, we strive to get back to the consumer within one 

business day. In most cases, our telephones are answered directly. When 

that is not possible, we will respond to messages within one business 

day. For all situations, GIO will strive to keep the consumer informed at all 

times of the status of their concern.

COURTESY     

Always treating consumers with respect, civility and politeness.

CONSISTENCY
Treating similar cases in a similar fashion. We learn from each experience 

and use that knowledge to refine and enhance the perspective we can 

bring to recurring issues.

ACCURACY
Always providing consumers with information that is accurate and correct. 

If we don’t fully understand any aspect of the issue, we will ask the 

appropriate party for clarification.

CLARITY
Using simple, easy-to-understand language in all our communications, 

delivered in the consumer’s choice of English or French. 

KNOWLEDGE 
Demonstrating an understanding of the product and providing accurate 

information and guidance on the complaint resolution process.

PRIVACY/CONFIDENTIALITY 
Ensuring that personal/proprietary information is kept absolutely private 

and confidential. Our employees are bound by rigorous confidentiality 

standards and agreements as defined in our privacy policy.

INDEPENDENCE & OBJECTIVITY
Ensuring that GIO is independent and separate from government and 

industry, with its own Board of Directors, whose members represent a 

range of professional backgrounds, the majority coming from outside the 

insurance industry.

FAIRNESS STANDARD 
1. GIO shall pursue all communications and delivery of its services 

with consumers, insurance companies and their associated service 

providers, with what is fair to consumers, and their insurance 

companies in the circumstances.

2. GIO shall employ practices and processes in respect of complaint 

handling (including recommendations) that are demonstrably fair to 

both the consumer and the Member Company insurer.

3. GIO shall apply a broad and reasonable approach to complaint 

handling, with a view to fair business dealings and the reasonable 

expectations of consumers, as well as the laws of Canada and 

its Provinces.

4. GIO shall employ complaint handling procedures that are 

impartial and which provide a fair and balanced opportunity for 

both the consumer and the Member Company insurer to make 

presentations, present documentation and information to GIO.

5. GIO shall employ complaint handling procedures that aim to treat 

similar cases in a similar fashion in both process and outcome.  

Notwithstanding this, the fairness principle is paramount and GIO 

shall not be bound by any previous non-binding recommendation.

6. GIO shall employ complaint handling procedures that ensure 

that both the consumer and the Member Company insurer will 

have equal access to GIO staff in connection with the handling of 

a complaint.

Adopted by the GIO Board of Directors, February 23, 2012

The General Insurance OmbudService treats all consumers with fairness, impartiality and integrity. We cultivate an environment characterized by the highest ethical 

standards and consistently adhere to the following principles:
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relationship with government and will actively pursue an information sharing 
protocol with regulators.

GIO is all about providing consumers of general insurance products with 
transparent, independent mechanism to resolve complaints about how their 
company has handled each unique concern. GIO staff working with the company 
usually resolves the customer concerns that escalate to an inquiry. But if that 
does not bring a satisfactory conclusion, GIO provides mediation and senior 
adjudication at no cost to the consumer. We strongly believe that the non-binding 
model of dispute resolution that GIO employs is preferable to a binding model. It 
might seem that a binding model, in which GIO would have the power to impose 
a solution on a company, would increase the ability to help consumers but many 
international examples show that instead it leads to rigid and litigious relations 
with industry that greatly increases cost without commensurate improvement in 
consumer satisfaction.

We get fabulous consumer feedback. Our remarkable staff get kudos from 
satisfied clients that clearly demonstrate that they do a great job. For that the 
board is grateful to our Executive Director, Brian Maltman and to the staff in 
Edmonton, Toronto and Montreal for their never-ending efforts to get the best 
possible resolution for every consumer who asks GIO for help.

Roger Palmer, Ph.D.
Chair of the Board

I’m pleased to have this opportunity to present the Annual Report of the General 
Insurance OmbudService (GIO) for its 15th year of operation ending in April 2017.

GIO was established under federal legislation in 2002. GIO typically responds to 
about 4000 contacts each year but very few are disputes that require resolution. 
Most contacts are from people looking for information about their insurance 
coverage and are grateful to find a knowledgeable and independent source to 
answer their questions.

The Board of Directors provides oversight to GIO. The board has two directors 
nominated by the Insurance Bureau of Canada to represent the industry and five 
independent directors appointed with the goal of providing social and geographical 
diversity to the governance of the organization.  

Bob Tisdale, President of Pembridge Insurance and Vice President of Allstate 
Canada Group, joined the board as a nominee of IBC at the 2016 AGM. Bob has 
received many industry honours and his qualifications include two FCIP majors, an 
MBA and ICD.D designation. He has taught CIP courses and authored many article 
on insurance issues.  Bob has already become a very valuable member of the board 
and we benefit from his depth of experience in the industry.

The five independent directors are also critical to our credibility. The board 
conducted an independent review of our operations this year – the Executive 
Director’s report will highlight some operational results of that review – that had 
some recommendations to improve the governance of GIO. One dealt with the 
selection of independent directors.  It was noted that the process has matured but 
critiqued the narrowness of the pool of candidates considered to fill vacancies.  
We agree and have begun to advertise opportunities to join the board much more 
widely.  Unexpectedly, the revised process was tested immediately.

The independent board member from Atlantic Canada, Bernard Richard, took on 
a new challenge as the Representative of Children and Youth in British Columbia. 
His appointment left a gap in our board that was hard to fill. Eventually, we found 
a person who fulfilled the skill and diversity requirements of the board and can 
represent consumers in Atlantic Canada admirably. The Honourable Graydon 
Nicholas, a former Lieutenant Governor of New Brunswick and a member of the 
Tobique First Nation, has agreed to join the board and will be appointed at the AGM 
in October 2017. We are privileged that we can attract people of the stature of M. 
Richard and Mr. Nicholas to serve on the GIO board.

In addition to our relations with member companies, our relationships with the 
federal and provincial insurance regulators are vital. The independent review 
noted that regulators and policy makers would benefit from more granular data 
and information on systemic issues and trends as observed by GIO in conducting 
its work. We acknowledge that sharing of data about the consumer complaints 
with regulators has been a delicate balance of respecting privacy, maintaining 
good working relations with the insurance companies and providing regulators 
with aggregate information. We are committed to improving this aspect of our 

ROGER PALMER
Chair, General Insurance OmbudService

CHAIR’S MESSAGE
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Not surprisingly GIO had a role to play. We received 115 calls to May, 2017, 
compared to 822 calls for all of Alberta for all of 2016, and 3,864 calls for all of 
Canada for the same period. Complaints covered a series of topics:  problems 
with Additional Living Expenses; qualification of builders and contractors; poor 
communication and follow-up; valuation disputes; Business Interruption denials, and 
delays in many aspects of the claims experience.

These topics were not surprising. We heard about something else though: a form 
of Post Traumatic Stress. The emotional toll on consumers and their families 
from being out of their homes for long periods, with issues unresolved and no 
end in sight. This is not something that we associate with an insurance policy or 
relationship, but the stories we heard made a deep impression, and perhaps point 
to what we may expect in a world with more frequent and severe catastrophe events. 
GIO was asked to share its experience, alongside the Insurance Bureau of Canada, 
with the Wood Buffalo Recovery Committee, a multi-participant body tasked with 
maximizing recovery of the community affected by the fires. 

This is a new role for GIO, to share what we have learned from our work, in new 
ways that contribute to better intelligence in the world of Home, Auto and Business 
insurance. It will mean greater engagement with member companies and with 
government bodies overseeing the insurance activity.  

And so we look forward from a sometimes gratifying, and other times challenging 
year, confident that we have the tools and people to improve our contribution to the 
Canadian insurance experience. Our Board of Directors and our wonderful staff make 
this a rewarding path to follow. My heartfelt thanks to every one of them.

Brian Maltman, BA, LL.B.
Executive Director, General Insurance OmbudService

EXECUTIVE DIRECTOR’S MESSAGE

I am very pleased to present my message for the 2016 – 2017 year as GIO’s Executive 
Director. I admit to dancing in the office at one point, because of the outcome of 
an important event during the year. I refer to the third independent review of GIO’s 
governance and operations, which took place at the end of the GIO year. 

While GIO basked in the glow of a very positive review, Canada was again subjected to 
another record-breaking catastrophe loss event: the Fort McMurray fires. Once again 
the insurance industry in Canada was put to the test in dealing with a large volume of 
claims over a short period of time. Once again GIO had some new things to learn about 
supporting Canadian consumers of home, auto and business insurance. 

Independent Review: This is a “baring of the soul” for us. For the third time, 
reviewers with long experience in organizational governance, looked at 125 GIO 
complaint files, spoke to all of our staff, our board, and read feedback form consumers. 
All of this was tested against our Vision, Mission, Mandate, Terms of Reference, and 
Policies and Procedures.

Nine recommendations were made, two at the governance level, four at the operational 
level and one for outreach to consumer groups. All of the recommendations are being 
adopted and implemented by GIO. 

What had me dancing in the office, was some observations made by the reviewers about 
how we handle complaints. First a note on how our member companies’ Complaint 
Liaison Officers (CLOs) collaborate with us to serve consumers:

In discussions with CLOs at companies, we received positive feedback on the 
approach taken by the GIO in assisting companies in understanding how their 
responses to consumers could be enhanced.

Second, a note on how our Consumer Service Officers go above and beyond, even 
where the complaint is beyond GIO’s mandate:

…for those complaints that are beyond GIO’s scope and terms of reference, a full 
explanation was provided to the consumer of its rationale. We also observed that 
GIO went further - staff provided guidance to the consumer as to what the options 
were for the consumer to pursue their concern.

And third, a note on GIO’s approach in communicating with consumers:

While insurance matters can be complex, GIO staff go out of their way to ensure 
that the consumer understands the questions at issue and respond in a non-
technical manner.

We have long considered these things to be best practices to pursue in our work. To see 
them validated and specifically mentioned in a review of this nature is very rewarding. 
We know what we should not change. Way to go, GIO staff!

Fort McMurray Fires: At the beginning of our year, in May, 2016, wildfire caused the 
largest insured loss in Canadian history, surpassing the 2013 floods. Approximately 
2,400 homes and buildings were destroyed or damaged, and another 2,000 people were 
displaced when their homes were declared unsafe for occupation. Insurers deployed 
their emergency response teams, and every available resource was called in to start the 
task of rebuilding.

BRIAN MALTMAN
Executive Director, General Insurance OmbudService
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CASE

The consumer was quite displeased because she had expected her cat’s 

medical injuries sustained in the accident, to be covered. The consumer 

believed that the adjuster should review her documentation and honour 

the claim. 

The consumer decided to contact the General Insurance OmbudService 

(GIO) and told the Senior Consumer Service Officer (SCSO) that she 

wanted her cat’s injuries covered as her policy wordings extended 

coverage to her “property”. After a review of the policy wordings, the 

SCSO suggested a follow up with the adjuster to obtain any specific 

wordings used by the adjuster to refuse coverage; also to ask the 

adjuster to carefully review the language of the policy. The Officer 

also made the consumer aware of the role and contact for the insurer’s 

Company Liaison Officer (CLO). The SCSO recommended to the 

consumer that she stress to the adjuster that she would like to resolve 

the issue at his level without escalation. 

The consumer was eager and enthusiastic to deal with the GIO and the 

CLO in order to provide closure regarding her claim.  

IS A PET “PROPERTY” UNDER AN 
INSURANCE POLICY?
THE INSURER HAD DENIED THE CONSUMER’S CLAIM FOR HER 
CAT’S INJURIES RESULTING FROM A CAR ACCIDENT.   

RESOLUTION

The consumer took the SCSO’s information and suggestions to the 

insurer’s adjuster. After hearing her detailed argument about the wording 

of the policy, the insurer agreed with the consumer and the claim for her 

cat’s medical expenses was paid. The consumer felt validated, and that her 

insurer was responsive and fair. 

CASE STUDY 1

“THE CONSUMER BELIEVED 
THAT THE ADJUSTER 
SHOULD REVIEW HER 
DOCUMENTATION AND 
HONOUR THE CLAIM.”

5 YEAR TREND

5 YEAR TREND

5 YEAR TREND
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CALLS ANALYSIS
CALLS BY AREA OF CONCERN
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CASE

The consumer owned two houses in Fort McMurray, Alberta. Both were 

completely lost in the wildfires that affected 2,400 homes in that community.

THE SKY IS NOT THE LIMIT 
THE AMOUNTS OFFERED BY THE INSURER AFTER A FIRE LOSS 
WERE NOT ENOUGH TO MEET THE COSTS OF REBUILDING.

RESOLUTION

GIO’s Consumer Service Officer determined that both locations owned by 

the consumer were rental properties. Neither location carried replacement 

cost coverage. Examination of the policy revealed that the amounts paid 

by the insurer for each property were the full limits of the policy. The 

insurer had honoured the policy as contracted.

The GIO Officer was sympathetic with caller’s predicament, and confirmed 

that the insurer had met its obligations under the policies. She then 

advised the consumer on how to better review renewal offers in order 

to ensure that coverage met the consumer’s needs. These could include 

loss of use, keeping reconstruction estimated up to date, adequate 

contents coverage and by-laws coverage. The Officer also suggested that 

the consumer work with his broker, to fully understand how loss of use 

coverage is applied.

CASE STUDY 2

“NEITHER LOCATION 
CARRIED REPLACEMENT 

COST COVERAGE... 
THE INSURER HAD 

HONOURED THE POLICY 
AS CONTRACTED.”
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CALLS ANALYSIS (CONT’D)

WEB SITE ACTIVITY

NOTES ON 
ESCALATION

CALLS BY PROVINCE OF ORIGIN (2016-2017) HOW DID CONSUMERS FIND GIO? (2016-2017)
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Complaints & Inquiries:
Of the 3,788 calls received in 2016-2017, 89% were complaints, and the remaining 11% were inquiries or requests 

for information. For future years, there will be a third category added to further characterize complaints.

Mediation:
There were five mediations approved, of which two were held. Both were successful.

Senior Adjudication:
No cases escalated to the Senior Adjudicative phase this year.
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NEW VISITORS RETURN VISITORS

GIO’s websites are designed to be easily found by consumers when they need us. This year GIO 

recorded 29,402 visits: 27,626 to the English site and 1,776 to the French site. Of these, 71% were 

new visitors and 29% were return visitors.

GIO’s weblog had 1,190 visitors this year. The websites also feature the ability for visitors to single-

click share on social media. There are links to GIO’s Facebook Page on both the English and French 

sites where links to insurance related articles and news items are provided.
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CASE

The consumer’s home experienced a sewer back-up due to a broken 

pipe under the city street, flooding the consumer’s basement with water 

and sewage. The insurer hired a restoration contractor to do emergency 

cleaning and repairs. There was a $15,000 limit for sewer back-up 

coverage under the home policy.  

The contractor conducted restoration work up to the $15,000 limit. Later 

the consumer noticed that mould was growing where the floors and walls 

had not been properly cleaned and dried.

RESOLUTION

The insurer initially questioned whether the mould was caused by the 

improper repairs, or was a pre-existing condition and not caused by the 

sewer back-up. Also they questioned their responsibility for the actions 

of the restoration contractor.

The case escalated to mediation, where further investigation confirmed 

that there was no pre-existing mould, and that this was caused by the 

initial work of the restoration contractor. An agreement was reached 

during mediation resulting in the insurer paying an additional amount 

above the policy limit for sewer back-up. This also reflected the 

obligation an insurer has to ensure that repairs done on its behalf by a 

contractor must be done correctly.

CASE STUDY 3

THE INSURER’S OBLIGATION TO 
REPAIR CORRECTLY 
THE INSURER REFUSED TO PAY ABOVE A LIMIT OF COVERAGE 
FOR SEWER BACK-UP.

“AN INSURER HAS TO 
ENSURE THAT REPAIRS 

DONE ON ITS BEHALF BY 
A CONTRACTOR MUST BE 

DONE CORRECTLY.”
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HELLO GIO: CONSUMERS SPEAK

THANKS TO YOUR CONSUMER SERVICE OFFICER. SHE HAS A PHD IN CHANGE MANAGEMENT, 
CUSTOMER SERVICE, AND CONFLICT RESOLUTION. I WOULDN’T RULE OUT PSYCHOLOGY EITHER.

YOUR OFFICER WAS GREAT FROM BEGINNING TO END. I WAS INSPIRED BY HIS ATTITUDE AND HANDLING 
OF MY QUESTIONS. HE HAS PROVIDED IMPORTANT INFORMATION. OVERALL, VERY VALUABLE SERVICE 
TO HAVE. I WOULD RECOMMEND THIS TO MY FAMILY AND FRIENDS.

WE CERTAINLY APPRECIATED YOUR PROFESSIONALISM AND PROMPTNESS IN RESPONSE TO OUR 
CONCERNS, AND ATTENTIVENESS TO OUR CLAIM ISSUES. YOUR KNOWLEDGE AND GUIDANCE 
THROUGHOUT THIS PROCESS HAS BEEN REMARKABLE.

YOUR OFFICER WAS EXTREMELY HELPFUL AND WELCOMING IN ANSWERING QUERIES I HAD. HE WAS 
ABLE TO HELP ME BETTER UNDERSTAND THE ISSUES I WAS CONCERNED WITH AND OFFERED VERY 
CONSTRUCTIVE ADVICE, WHICH I AM TAKING.

I AM VERY IMPRESSED WITH THE OFFICER WHO CONTACTED ME. I APPRECIATED HER SUGGESTIONS 
AND GUIDANCE. I FELT SHE WAS ABLE TO GRASP ALL OF THE DETAILS QUICKLY. SHE VOLUNTEERED 
A GREAT DEAL OF IMPORTANT INFORMATION ABOUT POLICIES AND PROCEDURES, AND GAVE ME 
DIRECTION AS TO HOW TO PROCEED AND HOW SHE WOULD BE ABLE TO ASSIST ME. I AM NOT EASILY 
IMPRESSED, BUT CERTAINLY WAS WITH YOUR OFFICER.

THE PERSON I SPOKE WITH WAS EXTREMELY FRIENDLY AND PROFESSIONAL. SHE MADE IT EASY FOR 
ME TO UNDERSTAND THE ANSWERS TO MY QUESTION THAT I SENT AND THE OTHER ONES THAT I 
ASKED. VERY KNOWLEDGEABLE AND INFORMED.

I AM NOW GOING TO SHARE WITH MY FRIENDS HOW PROFESSIONAL THIS ORGANIZATION IS AND HOW 
CAPABLE THE OFFICERS ARE.

THANK YOU SO MUCH FOR ALL YOUR HELP, ASSISTANCE AND SUPPORT. REPAIRS ARE COMPLETE AND 
NOW I AM RELIEVED.

I APPRECIATE YOUR OFFICER WALKING ME THROUGH AND EXPLAINING ALL THE IMPORTANT ASPECTS 
OF DEALING WITH THE ISSUE I HAVE WITH MY HOME INSURANCE. VERY KIND AND VERY DETAILED.

YOUR HIGH LEVEL OF CUSTOMER SERVICE WAS EVIDENT EACH TIME WE SPOKE. YOUR DEDICATION IN 
ENSURING CLIENTS ARE PROVIDED THE SUPPORT AND GUIDANCE THEY SEEK IS FAR ABOVE THE OTHERS.

YOUR OFFICER WAS VERY PROMPT IN RESPONDING TO MY REQUEST. I HAD NOWHERE ELSE TO TURN 
EXCEPT TAKE LEGAL ACTION. SHE PROVIDED VALUABLE INFORMATION TO ME, WHICH I WILL FOLLOW.

YOU WERE VERY HELPFUL AND FRIENDLY, DEALT WITH ALL MY QUESTIONS AND GAVE ME THE TOOLS I 
NEEDED TO HELP RESOLVE MY ISSUE.

SUPER GLAD I FOUND THIS SITE…THE RESPONSE WAS WITHIN MINUTES!! THANK YOU FOR YOUR 
KNOWLEDGE ABOUT INSURANCE.
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CASE STUDY 4

CASE

The consumer was quite irate because he was under the impression that 

he would obtain the amount of money required to get a replacement 

vehicle similar to his own vehicle. His vehicle was considered to be a 

total loss because of the extent of damage to the paint and the cost to 

fix it. The consumer believed that as a long-standing client, his insurer 

should show some consideration to his special circumstances.  

The consumer contacted the GIO and stated that he wanted an additional 

$6,000 to buy a replacement vehicle. The GIO Officer made the consumer 

aware of some provisions in the policy wordings and legislation that 

could strengthen his appeal, including the formal appraisal process 

available under the Ontario policy, and a variety of resources that 

could be used to find comparable estimates of the Actual Cash Value 

of his damaged car. The Officer stressed that the insurance company’s 

Complaint Liaison Officer (CLO) may have some flexibility in dealing with 

the amount, but GIO could not compel such action.

The consumer was eager and enthusiastic to take this information back to 

the CLO in order to provide closure regarding his claim.  

RESOLUTION

The consumer took the information and suggestions provided, to the 

insurer. The arguments presented were compelling, and in the end, the 

consumer was able to get the additional funds to buy the replacement 

vehicle. The consumer was grateful for the accommodation provided by 

his insurer. 

REPLACEMENT VEHICLE OR TOTAL 
LOSS SETTLEMENT? 
THE INSURER HAD OFFERED A SETTLEMENT BASED ON 
THEIR VALUATION AFTER THE CONSUMER’S CAR WAS 
BADLY PAINT DAMAGED BECAUSE OF WORK BEING DONE 
ON A NEIGHBOUR’S PROPERTY.   

“HIS VEHICLE WAS 
CONSIDERED TO BE A 

TOTAL LOSS BECAUSE OF 
THE EXTENT OF DAMAGE 
TO THE PAINT AND THE 

COST TO FIX IT.”
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GOVERNANCE  

BOARD OF DIRECTORS 
The seven-member board is comprised of five independent members and two 

industry directors. 

The independent members of the Board meet stringent conflict of interest 

guidelines to ensure that the public can be confident that they operate 

independently from the property & casualty insurance industry and from 

government. They are chosen to reflect a diversity of experience, interests, 

backgrounds, and geographic representation. They are individuals known and 

respected on a national and regional basis. 

GIO has established three Standing Committees of the Board: the Governance 

& Standards Committee, Budget and Audit Committee and Human Resources 

Committee. Each Committee is comprised of at least three members, the 

majority of whom are Independent Directors of the Board. The Committees assist 

the Board on matters related to standards and best practices, development and 

compliance, and supervision in the management of the financial and business 

affairs of the Corporation. 

REGULATORY RELATIONSHIPS 
 
GIO maintains an ongoing collaborative relationship with government regulators 

who oversee insurance activity in Canada, while maintaining GIO’s independence. 

This is done through the Canadian Council of Insurance Regulators (CCIR). The 

CCIR has a similar relationship with the OmbudService for Life & Health Insurance 

(OLHI). These relationships help GIO and OLHI to provide Canadian consumers of 

insurance products with high quality, effective and efficient complaint resolution 

services that are accessible, independent and impartial, transparent and fair. 

Consumers can contact OLHI for complaints about Life and Health 
insurance at:

Tel: 1-416-777-9002

Toll Free: 1-888-295-8112

Independent Directors:
Roger Palmer, Ph.D.
Chair of the board, ex-officio member of all committees
Independent director, Prairies, Northwest Territories and Nunavut
Former Director, Public Policy & Management, School of Business, University 
of Alberta 
Edmonton, Alberta

The Honourable Anne-Marie Trahan, Q.C.
Vice Chair of the Board
Chair, Human Resources Committee
Member, Budget & Audit Committee
Independent Director, Québec Region
Retired Justice of the Superior Court of Québec

Christine E. Hart
Member, Budget & Audit Committee
Independent Director, Ontario Region
President of Accord/Hart & Associates Inc. 

Bernard Richard, Ph.D. (Hon), Q.C.
Chair, Budget & Audit Committee
Member, Governance & Standards Committee
Independent Director, Atlantic Region
Former MLA, Ombudsman for New Brunswick and
Child and Youth Advocate 
Cap-Pelé, New Brunswick

Marguerite Vogel, BA, MA (CMNS), LL.B. 
Chair, Governance & Standards Committee
Member, Human Resources Committee
Independent Director, British Columbia & Yukon
Past Regional Director, Canadian
Radio-television and Telecommunications Commission (CRTC) Duncan,
British Columbia 
 
Industry Directors:
Stanley Griffin, MA, CIP
Member, Governance & Standards Committee
Former President and CEO
Insurance Bureau of Canada
Toronto, Ontario

J.R. (Bob) Tisdale, MBA, FCIP, CRM, ICD.D
Member, Human Resources Committee
President and Chief Operating Officer of Pembridge Insurance Company, 
Pafco Insurance Company, Ivantage Insurance Brokers Inc. and Vice 
President of Allstate Canada Group
Toronto, Canada

Executive Director:
Brian Maltman, BA, LL.B.
General Insurance OmbudService

Fax: 1-416-777-9750

Website: www.olhi.ca

 

INTERNATIONAL AFFILIATIONS

GIO is a member of the INFO Network, an international association of financial 

service ombudsmen, with 60 members from 37 jurisdictions. INFO has identified 

six Fundamental Principles from worldwide standards relevant to dispute 

resolution, to which INFO members are committed to aspire. They are: 

• Independence, to secure impartiality
• Clarity of scope and powers
• Accessibility

• Effectiveness
• Fairness
• Transparency and Accountability

These principles are in line with the resolutions of the G8 Economic 

Summit, and the International Association of Insurance Supervisors. 

INFO has also pursued Effective Approaches to implementing the 

Fundamental Principles, keeping in mind the spectrum of cultural, 

legal and economic circumstances of member countries. For more 

information see http://www.networkfso.org/.
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LIST OF MEMBERS
Membership in GIO is available to all federally regulated property and casualty (P&C) insurers, including companies that no longer sell insurance, but continue 
to have policy liabilities, to comply with the obligations of the Insurance Companies Act. Also, all insurance companies doing business in Alberta and British 
Columbia are required to be members of GIO. Some other provincially regulated insurance companies have joined GIO on a voluntary basis to offer consumers 
the same level of service as their federal counterparts. 
 
GIO has two categories of members – voting and non-voting. Board members, made up of independent and industry directors, are voting members. Non-voting 
members include: insurers; companies discontinuing business, licensed in Canada to carry on the business of general insurance; and Lloyd’s which has been 
admitted pursuant to the by-laws of GIO. This structure was created to guarantee an appropriate degree of separation and independence from non-voting members 
who are in the insurance industry. As of printing, GIO had 153 member companies, as follows: 
 

Additional Municipal Hail Ltd. - (AB Only)
Affiliated FM Insurance Company
AIG Insurance Company of Canada 
Alberta Motor Association Insurance Company (AB & BC Only)
Allianz Global Risks US Insurance Company
Allied World Specialty Insurance Company 
Allstate Insurance Company of Canada
American Bankers Insurance Company of Florida 
American Road Insurance Company- Canadian Branch
Arch Insurance Company
Ascentus Insurance Ltd.
Aspen Insurance UK Limited
Associated Electric & Gas Insurance Services Limited (AEGIS)
Atradius Credit Insurance N.V. (BC Only)
Aviva General Insurance Company
Aviva Insurance Company of Canada
AXA Art Insurance Corporation
AXIS Reinsurance Company- Canadian Branch
BCAA Insurance Corporation (BC only)
Belair Insurance Company Inc.
Berkley Insurance Company 
Boiler Inspection & Insurance Company of Canada (The)
CAA Insurance Company 
Canada Guaranty Mortgage Insurance Company
Canadian Direct Insurance Incorporated
Canadian Farm Insurance Corp.
Canadian Northern Shield Insurance 
Capitale General Insurance Inc. (La) - (BC Only)
Certas Direct Insurance Company
Certas Home and Auto Insurance Company 
Cherokee Insurance Company
Chicago Title Insurance Company 
Chubb Insurance Company of Canada
Co-Operators General Insurance Company
Coachman Insurance Company (AB, BC, ON, SK Only)
Compagnie Francaise d Assurance pour le Commerce Exterieur-
    Canada Branch
Continental Casualty Company
CorePointe Insurance Company 
Coseco Insurance Company 
Cumis General Insurance 
DAS Legal Protection Insurance Company Ltd.
Dominion of Canada General Insurance Company (The)
Ecclesiastical Insurance Office plc
Echelon Insurance 
Economical Mutual Insurance Company
Electric Insurance Company 
Elite Insurance Company
Employers Insurance Company of Wausau
Equitable General Insurance Company
Esurance Insurance Company of Canada (AB Only)
Euler Hermes North America Insurance Company
Everest Insurance Company of Canada 
Factory Mutual Insurance Company
FCT Insurance Company Ltd.
Federal Insurance Company
Federated Insurance Company of Canada
Fenchurch General Insurance Company

First American Title Insurance Company
First North American Insurance Co.
Fortress Insurance Company (AB only)
General Reinsurance Corporation
Genworth Financial Mortgage Insurance Company of Canada
Gore Mutual Insurance Company (AB & BC only)
Great American Insurance Company
Guarantee Company of North America (The)
Hartford Fire Insurance Company
HDI Global SE Canada Branch
Heartland Farm Mutual Inc.  (AB Only)
Industrial Alliance Pacific General Insurance Corporation (AB & BC Only)
Intact Insurance Company
International Insurance Company of Hannover SE
Ironshore Insurance Ltd. Canada Branch (AB & BC only)
Jevco Insurance Company 
Jewelers Mutual Insurance Company
Lawyers Professional Indemnity Company (AB & BC Only)
Legacy General Insurance Company
Liberty Mutual Insurance Company
Lloyd’s
Max Canada Insurance Company (AB & BC Only)
Mennonite Mutual Insurance Co. (Alberta) Ltd. (AB Only)
Metro General Insurance Corporation Ltd.
Millennium Insurance Corporation
Missisquoi Insurance Company
Mitsui Sumitomo Insurance Company
Motors Insurance Corporation
Mutual Fire Insurance of B.C. (The) (AB & BC Only)
National Liability and Fire Insurance Company
New Home Warranty Insurance (Canada) Corporation (The)
Nordic Insurance Company of Canada (The)
Northbridge General Insurance Corporation
Northbridge Personal Insurance Corporation
Novex Insurance Company 
Old Republic Insurance Company of Canada
Omega General Insurance Company
Optimum West Insurance Company Inc. (AB & BC Only)
Orion Travel Insurance Company
Pafco Insurance Company
Palliser Insurance Company Limited (AB Only)
Peace Hills General Insurance Company
Pembridge Insurance Company
Personal Insurance Company of Canada (The)
Perth Insurance Company
Petline Insurance Company 
Pilot Insurance Company
Portage la Prairie Mutual Insurance Company (AB & BC Only)
Primmum Insurance Company
Protective Insurance Company
Quebec Assurance Company
Red River Valley Mutual Insurance Company (AB Only)
Royal & Sun Alliance Canada
Safety National Casualty Corporation 
Saskatchewan Mutual Insurance Company (AB Only)
Scor Insurance - Canadian Branch
Scotia General Insurance Company
Scottish & York Insurance Co. Limited

Security National Insurance Company
Sentry Insurance a Mutual Company
SGI Canada Insurance Services Ltd. (AB & BC & ON Only)
Shipowners Mutual Protection & Indemnity Association (Luxembourg)  
    (Canada Branch)
Sompo Japan Nipponkoa Insurance Inc.
Sonnet Insurance Company 
Sovereign General Insurance Company
Stewart Title Guaranty Company
St.Paul Fire & Marine Insurance Company 
Sunderland Marine Insurance Company Ltd. (Canada Branch) - 
    (AB Only) 
S&Y Insurance Company
TD Direct Insurance Inc.
TD General Insurance Company
TD Home and Auto Insurance Company
Technology Insurance Company, Inc.
Temple Insurance Company
Tokio Marine & Nichido Fire Insurance Co. Ltd
Traders General Insurance Company
Trafalgar Insurance Company of Canada
Trans Global Insurance Company (AB & BC Only)
Travelers Insurance Company of Canada 
Trisura Guarantee Insurance Company
Triton Insurance Company - Canadian Branch
T.H.E. Insurance Company
Unica Insurance
Unifund Assurance Company
Unique General Insurance Inc. (L) (AB & BC Only)
Virginia Surety Company Inc 
Waterloo Insurance Company
Wawanesa Mutual Insurance Company
Western Assurance Company
Western Surety Company
Westland Insurance Company Limited (BC Only)
Westport Insurance Corporation (fka ERC)
Wynward Insurance Group
XL Specialty Insurance Company
Zenith Insurance Company
Zurich Canadian Holdings Limited
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FINANCIAL  STATEMENTS

INDEPENDENT AUDITORS’ REPORT
 
To the Members of the General Insurance OmbudService

We have audited the accompanying financial statements of the General Insurance OmbudService, which comprise the financial position as at April 30, 2017, 

the statements of operations and changes in general fund balance and cash flows for the year then ended, and notes, comprising a summary of significant 

accounting policies and other explanatory information.

Management’s Responsibility for the Financial Statements
Management is responsible for the preparation and fair presentation of these financial statements in accordance with Canadian accounting standards for not-

for-profit organizations, and for such internal control as management determines is necessary to enable the preparation of financial statements that are free 

from material misstatement, whether due to fraud or error.

Auditors’ Responsibility
Our reponsibility is to express an opinion on these financial statements based on our audit. We conducted our audit in accordance with Canadian generally 

accepted auditing standards. Those standards require that we comply with ethical requirements and plan and perform the audit to obtain reasonable assurance 

about whether the financial statements are free from material misstatement.

An audit involves performing procedures to obtain audit evidence about the amounts and disclosures in the financial statements. The procedures selected 

depend on our judgment, including the assessment of the risks of material misstatement of the financial statements, whether due to fraud or error. In making 

those risk assessments, we consider internal control relevant to the entity’s preparation and fair presentation of the financial statements in order to design audit 

procedures that are appropriate in the circumstances but not for the purpose of expressing an opinion on the effectiveness of the entity’s internal control. An 

audit also includes evaluating the appropriateness of accounting policies used and the reasonableness of accounting estimates made by management, as well 

as evaluating the overall presentation of the financial statements. 

We believe that the audit evidence we have obtained is sufficient and appropriate to provide a basis for our audit opinion.

Opinion
In our opinion, the financial statements present fairly, in all material respects, the financial position of the General Insurance OmbudService as at April 

30, 2017, and its results of operations and its cash flows for the year then ended in accordance with Canadian accounting standards for not-for-profit 

organizations. 

 

Chartered Professional Accountants, Licensed Public Accountants

June 6, 2017

Toronto, Canada

 KPMG LLP      Telephone 416-777-8500
 Bay Adelaide Centre    Fax 416-777-8818
 333 Bay Street Suite 4600   Internet  www.kpmg.ca
 Toronto ON M5H 2S5  
 Canada
 

KPMG LLP is a Canadian limited liability partnership and a member firm of the KPMG network of independent member firms afliated with KPMG International Cooperative (“KPMG

International”), a Swiss entity. KPMG Canada provides services to KPMG LLP.
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FINANCIAL  STATEMENTS
Statement of Financial Position

April 30, 2017, with comparative information for 2016

   
Assets

Current assets:
 Cash
 Prepaid expenses

Liabilities and General Fund Balance
Current liabilities:
 Accrued expenses and other payables

General fund balance

Commitments (note 5)

See accompanying notes to financial statements.  

Statement of Cash Flows

Year ended April 30, 2017, with comparative information for 2016

 
Cash provided by (used in)
operating activities
 Excess of revenue over expenses 
 Change in non-cash operating working capital: 
       Prepaid expenses
    Accrued expenses and other payables

Increase in cash

Cash, beginning of year

Cash, end of year

See accompanying notes to financial statements.

2017 2016

2017 2016

 $ 1,819,663
65,357 

 $1,855,020 

 
$ 127,594 

1,757,426 

 $ 1,855,020

 $ 1,789,370
65,690 

 $1,855,060 

 
$ 112,578 

1,742,482 

 $ 1,855,060

 
 
 

 $ 14,944

333

15,016 

30,293

1,789,370

 $ 1,819,663

 
 
 

 $ 256,229

(842)

10,481

265,868

1,523,502

 $ 1,789,370
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April 30, 2017, with comparative information for 2016

   
Assets

Current assets:
 Cash
 Prepaid expenses

Liabilities and General Fund Balance
Current liabilities:
 Accrued expenses and other payables

General fund balance

Commitments (note 5)

See accompanying notes to financial statements.  

Statements of Operations and Changes in General Fund Balance

Year ended April 30, 2017, with comparative information for 2016

 
Revenue:
 Member assessments (note 3)
 Interest
 

Expenses:
 Salaries and benefits (note 2)
 Office and administration
 Professional services (notes 2 and 4)
 Board of Directors
 Information technology
 Public affairs

 

Excess of revenue over expenses

General fund balance, beginning of year

General fund balance, end of year

See accompanying notes to financial statements.

Year ended April 30, 2017, with comparative information for 2016

 
Cash provided by (used in)
operating activities
 Excess of revenue over expenses 
 Change in non-cash operating working capital: 
       Prepaid expenses
    Accrued expenses and other payables

Increase in cash

Cash, beginning of year

Cash, end of year

See accompanying notes to financial statements.

Notes to Financial Statements  
Year ended April 30, 2017

The General Insurance OmbudService (“GIO”) is a not-for-profit corporation incorporated under the Canada Not-for-profit Corporations Act. GIO was 

established to provide a bilingual, integrated, consumer assistance service for general insurance companies with concerns or complaints relating to general 

insurers that are members of GIO. GIO was incorporated and began operations on May 31, 2002.

1. Significant accounting policies:
The accompanying financial statements have been prepared by management in accordance with Canadian accounting standards for not-for-profit organizations. 

The most significant accounting policies are described below: 

a)   Basis of presentation and use of estimates: 

These financial statements follow the restricted fund method of accounting, whereby the activities of the general fund and restricted fund are separately 

disclosed. The general fund reports unrestricted resources. GIO does not have any restricted funds at the present time. 

The preparation of financial statements requires management to make estimates and assumptions that affect the reported amounts of assets and liabilities 

and disclosure of contingent assets and liabilities at the date of the financial statements and the reported amounts of revenue and expenses during the year. 

Actual results could differ from those estimates. 

2017 2016

 
 $ 1,531,156

17,961
1,549,117

816,365
163,142
173,632
175,260
98,124

107,650
 

1,534,173

14,944

1,742,482

 $ 1,757,426

 
  $ 1,619,245

11,931
1,631,176

758,924
170,288
131,230
150,635
86,726
77,144

 

1,374,947

256,229

1,486,253

 $1,742,482
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(b)  Revenue recognition:  

GIO derives its revenue primarily through member assessment fees. Fees are recognized as revenue in the membership year to which they relate.

(c)  Financial instruments: 

The carrying amounts of all financial assets and liabilities approximate their fair values due to the short-term maturity of these financial instruments.

(d) Income taxes:

GIO is exempt from income taxes provided certain requirements of the Income Tax Act (Canada) continue to be met. As a result, no provision for income 

taxes is required in these financial statements. 

2. Due to Insurance Bureau of Canada:  
During 2017, certain operating costs totalling $32,973 (2016 - $32,663) were incurred by the Insurance Bureau of Canada on behalf of GIO, and these costs 

have been charged to GIO at cost. In addition, a service fee of $25,990 (2016 - $25,990) was charged to GIO by IBC for certain administrative expenses.

3. Member assessments: 
During 2017, the Board of Directors approved a member assessment fee discount of 0% (2016 - 12%), which resulted in a discount of nil (2016 - $220,806) 

on member assessments for the year ended April 30, 2017.

4. Professional services:
Professional services expenses for the year ended April 30, 2017 amounted to $173,632 (2016 - $131,230) and comprised legal fees, audit fees, accounting 

fees, consultants, professional membership fees, publication fees and convention costs. 

5. Commitments:
GIO is committed to future minimum payments under its leases of office premises as follows:

Year ending April 30:    

2018      $    28,399

2019            29,982

2020            31,565

2021            27,294

2022            4,485

6. Financial risks:

(a) Liquidity risks:

Liquidity risk is the risk that GIO will be unable to fulfill its obligations on a timely basis or at a reasonable cost. GIO manages its liquidity risk by 

monitoring its operating requirements. GIO prepares budget and cash forecasts to ensure it has sufficient funds to fulfill its obligations. There has been no 

change to the risk exposures from 2016.

(b) Credit risk:

Cash consists of the interest bearing cash balance with highly rated Canadian financial institutions.

FINANCIAL  STATEMENTS


