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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 their complaint.
GlO’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, and policy processing and
handling.

How To Reach Us

GIO can be accessed right across Canada.

For help with issues involving your insurance
company, call General Insurance OmbudService
on its national toll free number at
1-877-225-0446 or visit www.giocanada.org

Mailing Address:

4711 Yonge Street, 10th Floor,
Toronto, ON, M2N 6K8
Tel. 1-877-225-0446 « Fax 416-299-4261
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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; and

* Ensuring that all cases are treated in a confidential, balanced and
fair manner.

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.

Abbreviations

Abbreviations used throughout this report:

CAMIC: Canadian Association of
Mutual Insurance Companies

FCAC: Financial Consumer Agency
of Canada

IBC: Insurance Bureau of Canada

OBSI: Ombudsman for Banking
Services and Investments

OHLI: OmbudService for Life &
Health Insurance

CBA: Canadian Bar Association

CCIR: Canadian Council of
Insurance Regulators

CLHIA: Canadian Life and Health
Insurance Association

CLHIO: Canadian Life and Health
Insurance Ombudservice

RIBO: Registered Insurance Brokers
of Ontario

CRM: Customer relationship
management

CSO: Consumer Service Officer



Our Commitment To Consumers

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:

[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 website, 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.

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.

GIO 2021 - 2022 ANNUAL REPORT

[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.

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



[Graydon Nicholas]
Chair of the Board,
General Insurance OmbudService

Chair’s Message

It is a privilege to present the Annual Report of the General Insurance
OmbudService (GIO) for its 20th year of operation ending in April
2022.

GIO was established under federal legislation in 2002. At that time,
the government created ombudservices to serve consumers in three
areas: general insurance (GIO), life and health insurance (OLHI), and
banking and investment services (OBSI). All three were mandated to
provide independent dispute resolution services for consumers.

In the past year, GIO has responded to over 4,300 inquiries. Each
inquiry requires a response, each complaint a resolution. Most
contacts are from consumers looking for information about their
insurance coverage. Feedback from satisfied consumers clearly
demonstrates that our remarkable staff excel in resolving consumer’s
concerns and in providing objective information to those who
contact GIO.

The Board of Directors provides oversight to GIO. As a Governance
Board, our five Independent Directors are appointed with the goal of
providing social and geographical diversity to the governance of the
organization. Geographic areas of responsibility are the Maritimes,
Quebec, Ontario, Prairies/Northwest Territories/Nunavut and British
Columbia/Yukon. Two Directors are nominated by the Insurance
Bureau of Canada to represent the General Insurance industry.

We continue to search for additional means to inform the public

of GIO and the benefits of the service we provide. Our website,
giocanada.org, provides information about GIO, the services we offer
consumers, and how to contact us - by telephone, email or written
correspondence.

This has been another extraordinary year - a year that has continued
to challenge us to be flexible, adaptable, courageous, sympathetic,
kind, and compassionate.

On behalf of the Board of Directors, | thank our skilled and talented
Management and Staff and our member companies who continue to
work cooperatively to find effective solutions for consumers.

This was my first year in the role of Chair on the GIO Board, after six
years as Independent Director, Atlantic Canada. | thank my Board
colleagues for their hard work over the last year and for welcoming
me into this new role.

Lastly, I'd also like to thank Christine E. Hart, who is retiring from
her role as Vice-Chair and Independent Director, Ontario, for her
hard work and dedication to GIO over seven years of services to the
Board.

Sincerely,

The Honourable Graydon Nicholas, C.M., O.N.B.
Chair of the Board

GIO 2021 - 2022 ANNUAL REPORT




Executive Director’s Message

It is my pleasure to present the Executive Director’s message for the
2021-2022 year.

This year, GIO is proud to be celebrating 20 years of service.

Since 2002, GIO has provided Canadians with free, impartial, and
independent help with their home, auto and business insurance
disputes. | want to thank everyone who has worked with GIO over the
past 20 years; we wouldn’t be here today without their dedication
and hard work.

The challenges bought on by COVID-19 continued this past year,
however our outstanding and dedicated staff have remained resilient
during these trying times. GIO’s entire staff continues to provide
valuable services to consumers - providing assistance, responding to
questions, and replying to requests for information.

In addition to fulfilling our main services, we have continued to
explore new ways to improve our systems and services, as well as
increase efficiency.

This past year, GIO launched new English and French websites,
migrated to a new CRM system, and updated our complaint
handling process to better serve Canadian consumers.

We continue to build our relationships with our member companies,
while maintaining our impartiality and independence. We also
continue to meet regularly with our oversight body, the Canadian
Council of Insurance Regulators.

We are proud to have many people entrust GIO with their complaints
and/or concerns. We will continue to work with member company
Ombuds’ offices in an open-minded, respectful, and constructive way
to find solutions.

Lastly, | would like to thank GIO’s Board of Directors and our entire
staff for their support and commitment to the important work that
they do every day and | look forward to the year ahead. | would like
to specifically acknowledge Christine E. Hart, who after seven years
of service to the Board is retiring from her role as Vice-Chair and
Independent Director, Ontario. Thank you, Christine, for your ongoing
dedication and hard work.

April Schulze, B.A. (Honors), LL.B
Executive Director, General Insurance OmbudService
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[April Schulze ]
Executive Director,
General Insurance OmbudService



What'’s new at GIO
Updates at GIO in 2021-2022

Celebrating 20 years of free, independent and
impartial help

This year, GIO is proud to be celebrating 20 years of providing free, independent, and impartial help to
Canadians with their home, auto and business insurance disputes. To celebrate the 20th anniversary, GIO
unveiled a commemorative logo.

Gl1O 'A < 2@

General Insurance 20 years of
OmbudService | complaint resolution

New CIO Website

In November 2021, GIO launched its new and improved English and French websites. The websites are
designed to be an easy resource for Canadian consumers to learn more about our process, make a
complaint, and view our member companies.

Policy Holders

we're here to help

We provide free and imj
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What'’s new at GIO
Updates at GIO in 2021-2022

Welcome Bruno De Sando
GlO's new Manager of Complaints
and Consumer Services

GIO welcomed Bruno De Sando as the new Manager
of Complaints and Consumer Services. Bruno is a
seasoned professional who brings over 13 years of
insurance industry experience to GIO, with his most
recent tenure as Intact Insurance Company’s Corporate
Claims Consultant. At Intact, he provided consultation,
technical guidance, and advice to both team members
and clients. Bruno also brings leadership experience
from his time as Intact Insurance Company’s Unit
Claims Manager and Gore Mutual Insurance Company’s
Supervisor of Accident Benefits to his new role at GIO.

New CRM and Reporting System

We are pleased to share that GIO migrated to a new CRM system in 2022 - Microsoft Dynamics. This new system
allows our Consumer Service Officers to serve policy holders more effectively and is now integrated with our new
website. It also allows for better data collection and analysis, along with improved reporting capabilities. Thank you
to everyone who helped make this transition possible.

GIO 2021 - 2022 ANNUAL REPORT 5




Analysis Of Contacts
Breaking down the numbers for 2021-2022

GIO Results
[CONTACTS]

4,370 contacts were
received

[CASES]

174 were given Case
status (as of April 30,
2022)

[MEDIATIONS]
2 cases were escalated to
the Mediation phase

[SENIOR
ADJUDICATIONS]

O cases were escalated to
the Senior Adjudicative
phase

A Contact Becomes
A Case When:

* A Final Position Letter is
received by GIO

* A signed GIO Complaint
Registration Form is
received from the Consumer

Consumers reackh ut to GIO

We continue to offer multiple avenues for consumers to contact GIO and
have been working hard to make the process easy. GIO’s website is an
important access point for our consumers. This year, we launched a new
website to make it easier for consumers to find the information they are
looking for. Additionally, GIO updated its complaint handling process,
which included changing how a consumer contact becomes classified as a
case. This update has resulted in a year over year decrease in the number
of cases opened, but is a more accurate reflection of GIO’s complaint
handling process and better serves our consumers.

How Consumers Found GIO

2021-2022

GIO Website
Insurance Company
Government

Other

Unknown
Family/Friend

Insurance Broker

Regulator/
Supt. Of Insurance TOTAL
Trade Associgtions 4,370
IBC CONTACTS

Insurance Adjuster

Financial Services

Associations |6
(CLHIO, OBSI, RIBO, CAMIC)

FCAC |3

(o] 500 1000 1500 2000 2500 3000 3500
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Analysis Of Contacts
Breaking down the numbers for 2021-2022

How Consumers Contacted GIO

2021-2022
EMAIL
WEBSITE FAX LETTER
coMpLAINT COMPLAINT 1 16

1300 98 ]
\ Website Complaints 1300

Letter 16

Total 4370

A

2939

TELEPHONE

Where They
Contacted Us From
[TOTAL 4,370 CONTACTS]

BRITISH
COLUMBIA NEWFOUNDLAND
253 AND LABRADOR

MANITOBA
55

PRINCE EDWARD

ISLAND
n
SASKATCHEWAN
40 "\__ NovAscoTIA
93

NEW BRUNSWICK
33

6 CONTACTS FROM OUTSIDE CANADA
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Analysis Of Contacts
Breaking down the numbers for 2021-2022

How GIO Helped Consumers

GIO’s experienced Consumer Service Officers (CSOs) handle all consumer inquiries. They provide assistance and
information and, for complaints within GIO’s mandate, they guide the consumer through GIO’s dispute resolution
process. For complaints outside GIO’s mandate, the CSOs will discuss other options available to the consumer.

What Consumers Ask About

Claims

Policy Cancellations/
Non-Renewal

Coverage/Policy Rating

Other Complaint
Types

Administration/
Billing Problems

Availability

Affordability

2021-2022

2609

174
WERE GIVEN
CASE STATUS

(o]

500

1000

1500 2000 2500

3000

Claims

Policy Cancellations/

Non-Renewal

Coverage/
Policy Rating

Affordability

Administration/
Billing Problems

5 YEAR TREND

Availability
[¢] 500 1000 1500 2000 2500 3000
M 2017-2018 W 2018-2019 M 2019-2020
W 2020-2021 W 2021-2022

How GIO helped Consumers
CONSUMER CONTACTS - 2021-2022

Provided information

Referred to Company

Complaint outside of
GIO’s mandate

Given case status

Referred to another
Ombud Service

Referred to another
organization

Referred to Broker

CONTACTS

2351

500

1000

1500 2000

2500

CONSUMER CONTACTS - 5 YEAR TREND

Provided Information
Referred to Company

Complaint is Outside
GlO’s Mandate

Referred to Another
OmbudService

Referred to Another
Organization

Referred to Broker

Given Case Status

2351
1303
242

136

129

35
174

2818
1091
232

163

147

67
855

SIS
1209
237

161

147

80
276

o
3V P g®
v 1%
N Q
S S

) )
3257 2466
1307 865
229 243
183 161
155 110
64 37
156 75
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Overview

From the first point of contact, our experienced Consumer Service
Officers guide consumers through GIO’s dispute resolution process.
In 2021-2022, out of the 4,370 contacts received, GIO helped 4,196
contacts by either providing information and assistance, or referring
them to another organization where appropriate. The remaining
174 escalated to case status and proceeded through GIO’s dispute
resolution process. Of the 174 cases, 2 mediations took place and
both were successful. No cases escalated to the Senior Adjudication
phase this fiscal year.

Website Activity

GIO’s English and French websites are designed to be an easy
resource for Canadian consumers to learn more about our process,
make a complaint, and view our member companies.

This year, GIO recorded 16,765 visits to their website from Canadians:

15,421 to the English site and 1,344 to the French site. 98% were new
visitors to the website. Mobile Devices (smartphones and tablets)
were used 34% of the time to gain access to the GIO websites.

From a social media standpoint, GIO maintains active Facebook,
Twitter and LinkedIn pages to share information about GIO, industry
news, insurance-related articles and information about how GIO can
help consumers who have been impacted by natural disasters.

GIO 2021 - 2022 ANNUAL REPORT

Analysis Of Contacts
Breaking down the numbers for 2021-2022

GIO Results

[CONTACTS]
4,370 contacts were
received

[CASES]

174 were given Case
status (as of April 30,
2022)

[MEDIATIONS]
2 cases were escalated to
the Mediation phase

[SENIOR
ADJUDICATIONS]

O cases were escalated to
the Senior Adjudicative
phase

A Contact Becomes
A Case When:

¢ A Final Position Letter is
received by GIO

¢ A signed GIO Complaint
Registration Form is
received from the Consumer



Case Studies
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[CASE STUDY]
Paying the Full Amount for Car Repairs

[CASE]

A consumer had a not-at-fault accident and
their vehicle was declared reparable. The
consumer used a non-preferred body shop,
and a labour charge rate was applied in
accordance with the shop’s fees.

The insurer took the position that this charge
was not approved, which resulted in the
consumer owing some additional funds.

The consumer stated that they had dealt
with the insurer on 5 separate occasions and
they were not advised that the labour charge
rate was unapproved.

The consumer contacted GIO for assistance
after receiving a Final Position Letter from
their insurer, which maintained the decision
to pay only the labour charge rate when a
preferred body shop was used.

[REVIEW BY GIO]

The Consumer Service Officer (CSO) reviewed the
consumer’s Final Position Letter and the supporting
documentation of their claim.

[RESOLUTION]

The CSO discovered that the consumer’s supporting
documentation included an approval by the insurer to
pay the labour charge rate in this case.

Once provided with this information, the insurer
determined that this information had been overlooked
and agreed to pay the outstanding funds owed for the
repair.

The consumer was very grateful for GIO’s assistance
and this outcome redeemed her confidence in her
insurer.

GIO 2021 - 2022 ANNUAL REPORT




[CASE STUDY]
Pandemic Travel Restrictions

[CASE]

A consumer travelled to Florida on a personal
trip, where she was admitted to the hospital
for a serious illness. She was released from the
hospital one day before her return flight to
Canada.

She was required to provide negative results
from a COVID-19 PCR test before her flight
home, but the hospital was unable to perform
one.

As a result, her test results were not available
for 72 hours and she missed her flight. The
insurer denied the consumer coverage for the
cost of the new return ticket.

GIO 2021 - 2022 ANNUAL REPORT

Case Studies

[REVIEW BY GIO]

The Consumer Service Officer (CSO) reviewed the
consumer’s Final Position Letter from their insurer,
as well as their insurance policy and communications
with the insurer.

[RESOLUTION]

The CSO wrote to the Complaint Liaison Officer
asking for them to change their position since the
delay in receiving COVID-19 test results was not
caused by the consumer. Upon further review of the
file, the insurer agreed to pay the consumer’s claim.

11



Governance
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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 and 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.

[INDEPENDENT DIRECTORS]

Hon. Graydon Nicholas,

C.M,, O.N.B.

Chair of the Board

Independent Director, Atlantic Canada
Former Lieutenant Governor of New
Brunswick

Christine E. Hart,

LL.B, ICD.D

Vice Chair of the Board

Independent Director, Ontario

Former MPP and Cabinet Minister, Founder
and President of conflict management firm
Accord/Hart & Associates Inc.

Dr. Catherine Aczél Boivie,
BMath, MEd, PhD, ICD.D

Chair, Human Resources Committee
Independent Director, B.C. & Yukon
CEOQO, Strategic Technology Leadership
Corp.

[INDUSTRY DIRECTORS]

Don W. J. Forgeron,

ICD.D

President & CEO, Insurance Bureau of
Canada

[EXECUTIVE DIRECTOR]

April Schulze,
B.A. (Honors), LL.B.
General Insurance OmbudService

Wayne Chiu,

C.M,, A.O.E,, ICD.D

Chair, Budget & Audit Committee
Independent Director, Prairies, Northwest
Territories & Nunavut

Founder and CEO, Trico Homes and The
Trico Group

John Parisella,

C.M, Q.C.

Chair of the Governance & Standards
Committee

Independent Director, Quebec Region
Senior Advisor, National Public Relations

J.R. (Bob) Tisdale,

MBA, FCIP, CRM, ICD.D

President & CEO, JR Tisdale Consulting
Services

[REGULATORY
RELATIONSHIPS]

GIO maintains an ongoing collaborative
relationship with government
regulators who oversee insurance
activity in Canada, while maintaining
GIlO’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
Fax: 1-416-777-9750

Website: www.olhi.ca

[INTERNATIONAL
AFFLIATIONS]

GIO is a member of the INFO Network,
an international association of financial
service ombudservices. 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
e 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
www.networkfso.org/.

GIO 2021 - 2022 ANNUAL REPORT




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 150 member companies, as follows:

ACE INA Insurance (Chubb Group)

Additional Municipal Hail Insurance

Affiliated FM Insurance Company (FM Global Group)

AlG Insurance Company of (anada

Alberta Motor Association Insurance Company (AB & BC Only)
Allianz Global Risks US Insurance Company

Allied World Specialty Insurance Company

Allstate Insurance Company of (anada (Allstate Group)
American Bankers Insurance Company of Florida

American Road Insurance Company- Canadian Branch

Arch Insurance Company

Ascentus Insurance Ltd. (Intact Group)

Aspen Insurance UK Limited

Associated Electric & Gas Insurance Services Limited (AEGIS)
Atradius Credito y Caucion, S.A. de Seguros y Reaseguros (AB &BC Only)
Aviva General Insurance Company (Aviva Group)

Aviva Insurance Company of (anada (Aviva Group)

AXIS Reinsurance Company - Canadian Branch

BCAA Insurance Corporation (BC only)

Belair Insurance Company Inc. (Intact Group)

Berkley Insurance Company

Boiler Inspection & Insurance Company of (anada (The)

(AA Insurance Company (CAA Group)

(anada Guaranty Mortgage Insurance Company

(anadian Farm Insurance Corp.

(anadian Northern Shield Insurance (Intact Group)

(anadian Premier General Insurance Company

(apitale General Insurance Inc. (La) - (BC Only)

Certas Direct Insurance Company (Desjardins Group)

(ertas Home and Auto Insurance Company (Desjardins Group)
(herokee Insurance Company

(hicago Title Insurance Company

(Chubb Insurance Company of Canada (Chubb Group)
(0-Operators General Insurance Company (Co-Operators Group)
(oachman Insurance Company (AB, BC, ON, SK only) (SGl Group)
(ompagnie Francaise assurance pour le Commerce Exterieur - (anada
Branch

(ontinental Casualty Company (CNA)

CorePointe Insurance Company

(oseco Insurance Company (Co-Operators Group)

(umis General Insurance (Co-Operators Group)

Definity Insurance Company (Formerly Economical Mutual Insurance Co)
Dominion of Canada General Insurance Company (The) (Travelers Group)
Ecclesiastical Insurance Office plc

Echelon Insurance

Electric Insurance Company

Elite Insurance Company (Aviva Group)

Employers Insurance Company of Wausau (Liberty Mutual Group)
Esurance Insurance Company of (anada (AB only)

Euler Hermes North America Insurance Company

Everest Insurance Company of (anada

Factory Mutual Insurance Company (FM Global Group)

F(T Insurance Company Ltd.

Federal Insurance Company (Chubb Group)

Federated Insurance Company of Canada (Northbridge Group)
First American Title Insurance Company

First North American Insurance (o.

Fortress Insurance Company (AB+ BC only)

Four Points Insurance Company Ltd. (AB, BC, MB, ON & SK only)
General Reinsurance Corporation

Gore Mutual Insurance Company (AB & BC only)
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Great American Insurance Company

Guarantee Company of North America (The) (Intact Group)
Hartford Fire Insurance Company

HDI Global SE Canada Branch (HDI Global Group)

HDI Global Specialty SE (HDI Global Group)

Heartland Farm Mutual Inc. (AB & ON only)

Hudson Insurance Company

Industrial Alliance Pacific General Insurance Corporation (AB & BC only)
Insurance Company of Prince Edward Island

Intact Insurance Company (Intact Group)

Jevco Insurance Company (Intact Group)

Jewelers Mutual Insurance Company, SI.

Lawyers Professional Indemnity Company (AB & BC & SK only)
Liberty Mutual Insurance Company (Liberty Mutual Group)
Lloyd’s

Max Insurance (AB &BC Only)

Mennonite Mutual Insurance Co. (Alberta) Ltd. (AB Only)
Millennium Insurance Corporation

Missisquoi Insurance Company (Economical Group)

Mitsui Sumitomo Insurance Company (Chubb Group)
Motors Insurance Corporation

Munich Reinsurance Company of (anada

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) (Intact Group)
Northbridge General Insurance Corporation (Northbridge Group)
Novex Insurance Company (Intact Group)

0ld Republic Insurance Company of (anada

Omega General Insurance Company

Optimum West Insurance Company Inc. (AB &BC Only)
Orion Travel Insurance Company (CAA Group)

Pafco Insurance Company (Allstate Group)

Palliser Insurance Company Limited (AB Only)

Peace Hills General Insurance Company

Pembridge Insurance Company (Allstate Group)

Personal Insurance Company of Canada (The) (Desjardins Group) (Except

Quebec)

Perth Insurance Company (Economical Group)

Petline Insurance Company (Economical Group)

Pilot Insurance Company (Aviva Group)

Portage la Prairie Mutual Insurance Company (AB & BC Only)
Primmum Insurance Company (D Group)

Protective Insurance Company

Quebec Assurance Company (Intact Group)

Red River Mutual Insurance Company (AB &BC only)

Royal & Sun Alliance (anada (Intact Group)

Safety National Casualty Corporation

Sagen Mortgage Insurance Company (anada
Saskatchewan Mutual Insurance Company (AB Only)

Scor Insurance - Canadian Branch

Scotia General Insurance Company

Scottish & York Insurance Co. Limited (Aviva Group)
Security National Insurance Company (TD Group)

Sentry Insurance Company

SGI Canada Insurance Services Ltd. (AB &BC & ON Only) (SGI Group)
Sompo Japan Insurance Inc. (Chubb Group)

Sonnet Insurance Company (Economical Group)

Sovereign General Insurance Company

Stewart Title Guaranty Company

St. Paul Fire & Marine Insurance Company (Travelers Group)

S&Y Insurance Company (Aviva Group)

1D Direct Insurance Inc. (TD Group)

1D General Insurance Company (1D Group)

1D Home and Auto Insurance Company (TD Group)
Technology Insurance Company, Inc.

Temple Insurance Company

Tokio Marine Canada Ltd.

Tokio Marine & Nichido Fire Insurance Co. Ltd (Northbridge Group)
Traders General Insurance Company (Aviva Group)
Trafalgar Insurance Company of (anada (Intact Group)
Trans Global Insurance Company (AB & BC Only)

Travelers Insurance Company of (anada (Travelers Group)
Trisura Guarantee Insurance Company

Triton Insurance Company - Canadian Branch

Unica Insurance

Unifund Assurance Company (Intact Group)

Unique General Insurance Inc. (L) (AB & BC only)

United States Liability Insurance Company, Canada Branch
Verassure Insurance Company (Northbridge Group)
Waterloo Insurance Company (Economical Group)
Wawanesa Mutual Insurance Company

Western Assurance Company (Intact Group)

Western Surety Company

Westland Insurance Company Limited (BC Only)
Westport Insurance Corporation (fka ERC)

Wynward Insurance Group

XL Reinsurance America Inc. (Canadian Branch)

XL Specialty Insurance Company

Zenith Insurance Company (Northbridge Group)

Zurich Canadian Holdings Limited
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KPMG LLP Tel 416-777-8500
kmbj Bay Adelaide Centre Fax 416-777-8818

333 Bay Street, Suite 4600

Toronto ON M5H 2S5

Canada

Independent Auditor’s Report

To the Members of the General Insurance OmbudService

OPINION

We have audited the financial statements of the General Insurance OmbudService (the Entity), which comprise:
° the statement of financial position as at April 30, 2022

° the statement of operations and changes in general fund balance for the year then ended

° the statement of cash flows for the year then ended

® and notes to the financial statements, including a summary of significant accounting policies

(Hereinafter referred to as the “financial statements”).

In our opinion, the accompanying financial statements, present fairly, in all material respects, the financial position of the
Entity as at April 30, 2022, 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.

BASIS FOR OPINION

We conducted our audit in accordance with Canadian generally accepted auditing standards. Our responsibilities under
those standards are further described in the “Auditors’ Responsibilities for the Audit of the Financial Statements”
section of our auditors’ report.

We are independent of the Entity in accordance with the ethical requirements that are relevant to our audit of the
financial statements in Canada and we have fulfilled our other ethical responsibilities in accordance with these
requirements.

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

RESPONSIBILITIES OF MANAGEMENT AND THOSE CHARGED WITH GOVERNANCE
FOR THE FINANCIAL STATEMENTS

Management is responsible for the preparation and fair presentation of the 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.

In preparing the financial statements, management is responsible for assessing the Entity’s ability to continue as a going
concern, disclosing as applicable, matters related to going concern and using the going concern basis of accounting
unless management either intends to liquidate the Entity or to cease operations, or has no realistic alternative but to do
Sso.

Those charged with governance are responsible for overseeing the Entity’s financial reporting process.
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AUDITORS’ RESPONSIBILITIES FOR THE AUDIT OF THE FINANCIAL STATEMENTS

Our objectives are to obtain reasonable assurance about whether the financial statements as a whole are free from
material misstatement, whether due to fraud or error, and to issue an auditors’ report that includes our opinion.

Reasonable assurance is a high level of assurance, but is not a guarantee that an audit conducted in accordance with
Canadian generally accepted auditing standards will always detect a material misstatement when it exists.

Misstatements can arise from fraud or error and are considered material if, individually or in the aggregate, they could
reasonably be expected to influence the economic decisions of users taken on the basis of the financial statements.

As part of an audit in accordance with Canadian generally accepted auditingstandards, we exercise professional
judgment and maintain professional skepticism throughout the audit.

We also:

¢ ldentify and assess the risks of material misstatement of the financial statements, whether due to fraud or error,
design and perform audit procedures responsive to those risks, and obtain audit evidence that is sufficient and
appropriate to provide a basis for our opinion. The risk of not detecting a material misstatement resulting from
fraud is higher than for one resulting from error, as fraud may involve collusion, forgery, intentional omissions,
misrepresentations, or the override of internal control.

Obtain an understanding of internal control relevant to the audit 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.

Evaluate the appropriateness of accounting policies used and the reasonableness of accounting estimates and
related disclosures made by management.

Conclude on the appropriateness of management’s use of the going concern basis of accounting and, based on
the audit evidence obtained, whether a material uncertainty exists related to events or conditions that may cast
significant doubt on the Entity’s ability to continue as a going concern. If we conclude that a material uncertainty
exists, we are required to draw attention in our auditors’ report

to the related disclosures in the financial statements or, if such disclosures are inadequate, to modify our opinion.
Our conclusions are based on the audit evidence obtained up to the date of our auditors’ report. However, future
events or conditions may cause the Entity to cease to continue as a going concern.

Evaluate the overall presentation, structure and content of the financial statements, including the disclosures,
and whether the financial statements represent the underlying transactions and events in a manner that achieves
fair presentation.

Communicate with those charged with governance regarding, among other matters, the planned scope and timing
of the audit and significant audit findings, including any significant deficiencies in internal control that we identify
during our audit.

Kins 4
7

Chartered Professional Accountants,
Licensed Public Accountants
Toronto, Canada

June 29, 2022

GIO 2021 - 2022 ANNUAL REPORT
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Statement Of Financial Position

Year ended April 30, 2022, with comparative information for 2021

2022 2021
Assets
CURRENT ASSETS
Cash $ 2,270,302 $ 2,041,603
Accounts Receivable 1,027 1,607
Prepaid Expenses (note 4) 52,320 61,704
$ 2,323,699 $ 2,104,914
Liabilities And General Fund Balance
CURRENT LIABILITIES
Accrued expenses and other payables $ 222,480 $ 161139
General fund balance 2,101,219 1,943,775
$ 2,323,699 $ 2,104,914
Statement Of Operations And Changes In General Fund Balance
REVENUE
Member assessments $1,956,433 $ 1,760,979
Interest 15,477 12,887
1,971,910 1,773,866
EXPENSES
Salaries and benefits (note 2) 1,036,920 1,039,989
Office and administration 112,075 171,746
Professional services (notes 2 and 3) 287,364 222,241
Board of Directors 112,803 104,105
Information technology 142,099 113,246
Public affairs 123,205 83,862
1,814,466 1,735,189
Excess of revenue over expenses 157,444 38,677
General fund balance, beginning of year 1,943,775 1,905,098
General fund balance, end of year $ 2,101,219 $ 1,943,775

See accompanying notes to financial statements.
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Statement Of Cash Flows

Year ended April 30, 2022, with comparative information for 2021

2022 2021

CASH PROVIDED BY (USED IN) OPERATING ACTIVITIES

Excess of revenue over expenses $ 157,444 $ 38,677
CHANGE IN NON-CASH OPERATING WORKING CAPITAL
Accounts receivable 580 1107)
Prepaid expenses 9,334 737
Accrued expenses and other payables 61,341 24114
Increase in cash 228,699 62,421
Cash, beginning of year 2,041,603 1,979,182
Cash, end of year $ 2,270,302 $ 2,041,603

See accompanying notes to financial statements.

Notes To Financial Statements

The General Insurance OmbudService (“GIO”) is an independent not-for-profit corporation incorporated under the
Canada Not-for-profit Corporations Act. GIO was established with the sole purpose of helping Canadian consumers
resolve disputes or concerns with their home, auto or business insurers. GIO uses their extensive experience and
industry-related insight to work towards fair solutions between individuals and their insurance providers regarding
claims, interpretation of policy coverage and policy processing and handling.

GIO is domiciled in Canada.
The address of GIO’s registered office is 4711 Yonge Street, 10th Floor, Toronto, Ontario, M2N 6K8.

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.

(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.
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Notes to Financial Statements (continued)

2. DUE TO INSURANCE BUREAU OF CANADA

During the year, certain operating costs were initially incurred by the Insurance Bureau of Canada (“IBC”) on behalf of
GIO, and these costs have been charges to GIO at cost. This includes finance servicing fees of $34,277 (2021 - $31,641)
reflected in office and administrative expenses and group benefit related expenses of $51,498 (2021 - $49,885) reflected
as part of salaries and benefits. Since May 2020, with the pandemic situation, operating expenses have initially been
paid by IBC via electronic funds transfer and later reimbursed by GIO prior to the fiscal year end. In the current year, this
amounted to $510,556 (2021 - $481,728). As of year end, with respoect to these expenses, GIO had a payable balance of
$90,559 (2021 - $52,863).

3. PROFESSIONAL SERVICES

Professional services expenses for the year ended April 30, 2022 amounted to $287,364 (2021 - $222,241) and comprised
legal fees, audit fees, accounting fees, consultants, professional membership fees, publication fees and convention costs.

4. COMMITMENTS

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

Year ending April 30:

2023 $ 15,594
2024 10,764
2025 11,310
2026 11,700

Included in prepaid expenses balance is the sum of $2,898 (2021 - $2,898) which represents a deposit which is
returnable to GIO when all lease obligations are satisfied at the end of the lease.

5. FINANCIAL RISKS

(a) Liquidity risks:
Liguidity 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 the prior
year.

(b) Credit risks:
Cash consists of the interest-bearing cash balance with a highly rated Canadian financial institution

6. IMPACT OF COVID-19

In the first quarter of 2020, the viral outbreak of COVID-19 rapidly developed into a global pandemic. In response,
worldwide emergency measures were taken, and continue to be taken, to combat the spread of the virus, including
the imposition of travel restrictions, business closure orders, and physical distancing requirements. Governments have
also implemented unprecedented monetary and fiscal policy changes aimed to help stabilize economies and financial
markets. There has been insignificant impact on the operations of GIO as a result of the pandemic. GIO will continue to
assess any future legal and regulatory impact on its operations.
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