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2018 – 2019 RIBO COUNCIL 
Standing (Lef to Right): 
Jack Lee, Hugh Fardy, Rose Cavaliere, Scott Bell, Peter Blodgett, George Longo, Diane Scott, Royle Leung, Rob Walters. 

Seated (Lef to Right): 
Teresa Riverso, Cathy York-Sloan, Patrick Ballantyne, Katie Mellor, Mariette Matos.
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~

 With the dedicated team of brokers 
elected by our licensees, as well as public 

members, RIBO continues to serve the interests of 
consumers through regulating the profession.~ 
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I have been deeply honoured to serve as your 
President for the 2018/2019 year. 

I am pleased to report that Council and RIBO staf 
have been actively engaged and moving forward 
with a number of important initiatives. 

In February 2019, RIBO conducted its annual 
strategic planning session which focused on 
a review of the Qualifcation and Registration 
policies and procedures. Council aimed to identify 
opportunities to refne existing policies to ensure 
their continued relevancy. 

RIBO also posted on its website a revised Code of 
Conduct Handbook to refect the changes to both 
the Act and Regulations which took full efect on 
July 1, 2018. 

The goal of the updated information is not only to 
enhance consumer protection and awareness but 
to ensure that licensees are fully apprised of the 
new provisions in order to better serve and protect 
their clients. 

Council also approved our updated Fair Treatment 
of Customers document.  It replaces the 2015 
version and is available on the RIBO website. 
RIBO’s Code of Conduct refects the core of the 
‘fair treatment’ principles as they apply to the 
protection of consumers. 

The Government of Ontario has continued with its 
commitment to modernize the regulation of the 
fnancial services and insurance sector. To that end, 
on June 8, 2019, the transformation from FSCO to 
FSRA was fully implemented with the new authority 
assuming all of the regulatory responsibilities 
previously administered by FSCO. 

RIBO continues to dialogue and be an active 
participant with insurance regulators across the 
country through its membership in Canadian 
Insurance Services Regulatory Organization 
(CISRO).  RIBO, along with FSCO, co-hosted the 
CISRO annual spring meeting which was held at 
RIBO ofces on May 8 & 9, 2019. 

The recent hardening of insurance markets has 
prompted me to refect that brokers must always 
strive to put the interest of clients frst and ensure 
that all required coverages are in place and that 
the needs analysis required for each client is 
of paramount consideration. One must 
always “know and protect your client” in all 
market conditions. 

I sincerely thank my fellow Council members, 
RIBO staf and all of our membership for your 
support and encouragement. 

Report from the President 
I am pleased to present the President’s Report for 2018/2019. 
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Scott Bell 
President 
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Patrick Ballantyne 
Chief Executive Ofcer 

Report from the
Chief Executive Ofcer 
I am pleased to ofer my Report for the 2018/2019 year. 

In the 2018 Council elections, Peter Blodgett and 
Royle Leung (‘20 and over’ brokers category) 
as well as George Longo (‘under 20’ brokers 
category) were acclaimed. Scott Bell was elected 
President by his colleagues on Council. Other 
ofcers of the executive for 2018/ 2019 included 
Jack Lee (Immediate Past President), Peter Blodgett 
(Vice President), Katie Mellor (Treasurer) and 
Hugh Fardy (Secretary). 

In welcoming our new Council members, I would 
also like to acknowledge departing member 
Tracy McLean for her years of outstanding service 
to RIBO.  Council and RIBO staf are grateful for her 
generous contributions over the years. 

This year has seen a continuation of a positive trend 
in broker registrations. The number of applications 
received and exams written is up signifcantly, with 
a corresponding increase in revenue. Efciently 
managing the increased volume remains a focus 
of RIBO staf. To that end, the new registration 
system will aford us opportunities to bring some 
functionality online. I look forward to reporting on 
these advancements in next year’s report. 

This has been the frst year that Council’s 
refnements to the Continuing Education 
requirements have come into efect. These include; 

• A new “ethical skills” category will be introduced 
(minimum 1 hour), 

• a minimum of three hours of “technical” courses, 

• a maximum of 2 “personal skills” hours. 

Council is confdent that these refnements will 
serve to enhance the level of professionalism 
amongst personal and casualty insurance brokers 
in Ontario. 

RIBO remains an active participant in the Canadian 
Insurance Services Regulatory Organizations 
(CISRO). Through it, RIBO works with other 
regulatory insurance intermediaries to search for 
a consistent or harmonized response to common 
issues. Of particular note are ongoing discussions 
on the feasibility of a common, Canada-wide 
personal and casualty insurance curriculum. 
We have also worked through CISRO and the 
Canadian Council of Insurance Regulators to issue 
a “Fair Treatment of Customers Guidance” aimed at 

achieving a consistent customer-centric approach 
for all industry participants across the country. 

Both inside and outside of CISRO, we continue 
to nurture our relationship with other regulatory 
agencies. In particular, we look forward to 
establishing close ties with the new Financial 
Services Regulatory Authority of Ontario and 
coordinating responses to emerging issues, trends 
and matters of common concern. 

Through dialogue with both the Toronto Insurance 
Conference and the Insurance Brokers Association 
of Ontario, we beneft from a better understanding 
of their issues and concerns. By keeping our 
‘ear to the street’, we seek to remain aware of 
and engaged with industry developments. Both 
through the associations and on an individual 
basis, we strive to ofer timely guidance to all 
RIBO licensees. 

Council is conducting a review of RIBO’s existing 
communication avenues, including the quarterly 
bulletin, e-mail blasts and the website. The aim is to 
reconsider and refne those eforts in a way that will 
make them more useful for all stakeholders. 

Some of you may have noticed that RIBO’s 
broker spot check program has been expanded, 
afording examination staf a ‘deeper dive’ into the 
operations of our licensees. While the previous 
spot check was primarily fnancially focused, it is 
fair to say that brokerages are now fnancially more 
sound than when the program was introduced 
many years ago. The new program retains a 
fnancial component, but also includes conduct 
related elements enabling us to consider how 
consumers interests are being managed. We 
believe this evolution of the program is necessary 
and enables RIBO to more efectively execute our 
consumer protection mandate. 

In closing, and consistent with my message of past 
years, the strength of RIBO is found in the brokers 
we regulate. Please do not hesitate to reach out to 
any Council or staf member with your concerns 
or suggestions. 
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Cathy York-Sloan 
Chair 

Report of the Professional
Development Committee 
The Registered Insurance Brokers Act (RIBA) and Regulations 
govern all general insurance brokers in Ontario. It is the 
responsibility of RIBO’s Board of Directors, its committees 
and staf to administer the Act and the Regulations. 
The Registered Insurance Brokers Act (RIBA) and 
Regulations govern all general insurance brokers 
in Ontario. It is the responsibility of RIBO’s Board of 
Directors, its committees and staf to administer the 
Act and the Regulations. 

One of RIBO’s essential operational duties is to 
ensure that, when a complaint is received against 
a broker, both sides of the inquiry are investigated 
promptly and fairly. 

There are two main types of complaints handled 
by the Complaints and Investigations Department. 
The frst is fnance related and is usually generated 
because of a spot check or a broker review.  The 
most common types of fnance complaints relate 
to trust defcits, followed by inadequate books 
and records. 

The second type of complaint is conduct related 
and is normally initiated by a consumer complaint. 
When a member of the public or a fellow broker 
makes a complaint, the Complaints Ofcer reviews 
it and decides whether there are probable grounds 
to substantiate the complaint against a registered 
broker or not.  The complainant is asked to provide 
his/her written complaint to RIBO, along with any 
relevant supporting documentation. 

Once the written complaint is received by RIBO, 
an enquiry fle is opened and assigned to an 
investigator for further examination.  Additional 
evidence is gathered, and statements are taken. 
If the investigation results in formal complaint 
charges being laid against a broker, then the matter 
is referred to a Complaints Committee for direction. 
If the Complaints Committee decides there is 
enough evidence to indicate possible misconduct, 
the matter is referred to the Discipline Committee 
for a hearing and fnal decision. 

In meeting the needs of consumers, we make every 
efort to ensure that their complaints are handled 
fairly, promptly, and professionally. In all dealings, 
the consumer is treated with respect and courtesy. 

STATISTICAL SUMMARIES 

The following statistical summaries refect the 
excellent work done by our Complaints and 
Investigations Department. 

• RIBO received approximately 1190 inquiry 
telephone calls last year, which is a slight increase 
over the calls from the previous year.  The 
Complaints Ofcer attempts to resolve as many 
of the complaint calls within RIBO’s jurisdiction 
as possible. Of the 1190 consumer inquiry 
calls, approximately 90% of the “telephone 
complaints” were resolved in this manner. 

• 86 new fles were opened this year, which 
required investigation by RIBO staf. (Please 
refer to Chart 1 to review the sources and types 
of complaints). 

• We began this year with 76 active fles, meaning 
investigations or complaints proceedings were 
already in progress from the previous year. 

• 66 fles were resolved and closed this year, 
leaving 84 in progress which will be carried over. 

• The Complaints Committee consists of a three-
member panel, comprised of two brokers and a 
public member. The Complaints Committees met 
on 5 separate occasions. 

• In each case, the broker who is the subject of 
the complaint is invited to the meetings.  Brokers 
attended 90% of the time. 

• During the Complaints Committee meetings, 
3 of the fles were closed in the broker’s 
favour with 16 cases raising issues regarding 
misconduct, resulting in referral to the Discipline 
Committee for further review. 

• Of the 16 cases that raised issues regarding 
misconduct, 4 were referred directly to the 
Discipline Committee for hearings and 12 were 
ofered a resolution on a consent basis. 

continue… 
04 
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…continue 

• The Discipline Committee consists of a fve-
member panel, comprised of four brokers and 
one public member.  These panels held hearings 
on 10 days during the year.  17 cases were 
presented for approval on a consent basis and 6 
required a hearing. 

• The above number of cases include cases carried 
over from the previous year. 

• Multiple penalties were assigned in many of the 
cases, which is the reason that the dispositions in 
the chart below add up to more than the total of 
the cases presented. 

• The random spot-check and broker review 
program this year resulted in 197 reviews 
(139 spot checks and 57 broker reviews), 
of which 4 resulted in any kind of formal 
proceeding. There were 12 reviews in progress 
or with follow up at fscal year end included in the 
total number of reviews.  This year the goal is to 
conduct 216 brokerage visits. 

Professional Development Charts 
Source and Type of Complaint Files 

Source 18/19 17/18 

Non – Compliance 32 40 
Public 44 35 
Member Brokers 17 11 
Insurers 2 1 
Lawyers 1 0 
Government & Other Sources 5 0 
Total  101 87 

Type 18/19 17/18 

Code of Conduct 70 55 
Other Misconduct 0 1 
Delinquent Filing 2 4 
Trust Funds 17 13 
Equity Requirements 6 8 
Financial Records 1 6 
Non-Compliance (other regs.) 4 0 
Criminal Allegations 1 0 
Total 101 87 

Disposition of Disciplinary Proceedings 18/19 17/18 16/17 

Certifcate of Registration Revoked 0 4 2 
Certifcate of Registration Suspended 3 2 4 
Certifcate of Registration Restricted 0 1 2 
Attendance at Education Course Ordered 4 6 3 
Additional Financial Reports Ordered 6 4 6 
Fines, Payable to Ministry of Finance 6 1 2 
Registrant Reprimanded 11 5 10 
Dismissed in Broker’s Favour 1 0 0 
Adjourned 1 0 1 
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Peter Blodgett 
Chair 

REPORT OF THE QUALIFICATION 
& REGISTRATION DEPARTMENT 
It has been an honour and a privilege to serve as the 
Qualifcation and Registration Committee Chair this year.    
As evolving new areas of focus and technologies review issues and update the educational and 
arise, our industry is constantly being challenged. professional requirements. 
The Qualifcation and Registration Committee 

The following statistical summary details the work of is committed to ensuring that the regulatory 
the Committee and department over the last fscal responsibility of public protection is fulflled and 
year (August 1, 2018 – July 31, 2019): that a high standard of professional competence 

is maintained. The Committee meets monthly to 

New Brokers – Acting Under Supervision 18/19 17/18 

Exams Written (including equivalency exams) 3,409 3,025 
Pass Rate (including equivalency exams) 62% 61% 
Pass Rate (full basic-broker exam) for those attending a course 69% 71% 
Pass Rate (full basic-broker exam) for those not attending a course 60% 60% 

Level II - Removal of Restriction 18/19 17/18 

Technical Exams Written 17 10 
Pass Rate 12% 40% 
Management Exams Written 92 104 
Pass Rate 70% 63% 

The low number and passing ratio in the technical exams is primarily due to the Committee’s decision to 
accept CAIB and CIP designations as an equivalency and the candidates that do write the examination are 
mostly new to the commercial lines feld. 

Committee Decisions Granted Refused 

Application for Secondary Business Exemption 232 0 
Application for Removal of Restrictions 0 0 
Other 9 1 

The Committee reviewed a total of 242 requests. 
The majority (232) were requests for secondary 
business exemptions. These requests require 
exemption from Regulation 991, Section 5(i)(b). 
Over the course of the year, the Committee granted 
232 secondary business exemptions. Seventeen 
of the requests were for exemptions to sell fnancial 
products. Requests for secondary business 
exemptions are mainly from individuals who need to 
supplement their incomes. In the decision process 
the Committee evaluates each request, taking 
all comments and concerns into consideration, 
including the possibility of a confict of interest, or 
undue infuence. 

In the other category, the Committee granted one 
brokerage frm permission to share ofce space 
and recommended that Council grant permission 
to six brokerage frms in another province to hold 
their Ontario Trust Monies in their home province 
on the condition that they comply with the listed 
RIBO Regulations. The Committee also granted 
permission to one application to proceed with the 
registration process and refused an application 
where the individual did not meet the suitability 
qualifcations for RIBO. 
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Hearing Summary 18/19 17/18 16/17 15/16 

Review of Qualifcation to hold a certifcate Granted 1 0 0 0 
Refused 0 3 0 1 

Application for Exemption Secondary Occupation Granted 0 0 0 1 
Refused 0 0 0 1 

Application for Removal of Restriction Granted 0 0 0 0 
Refused 0 0 0 0 

Other Granted 0 1 0 0 
Refused 0 0 0 0 

Total 1 4 0 2 

All applicants have the right to request a hearing afer the Committee has considered and proposed to 
refuse registration, exemption or has proposed to restrict, revoke or not renew an existing registration. 
A request for a hearing was made for the one refusal and following the hearing, the Committee granted 
the request with conditions. 

Registration 18/19 17/18 16/17 15/16 

Individual Registrants 19,628 19,485 19,185 18,928 
Corporations 1,023 1,021 1,048 1,064 
Partnerships 13 13 14 16 
Sole Proprietorships 5 5 6 6 
Consultants 12 10 10 10 
MGA/Wholesalers 59 56 56 51 
Active Businesses *1,112 *1,105 *1,134 *1,147 
Average number of registrants per business 17.65 17.63 16.92 16.50 

*Non-active business registrations are not included in the registration numbers. 

Chris Ward Memorial Award 
This award is presented in memory of RIBO’s late president Christopher J. Ward, to the individual who 
receives the highest mark on the frst attempt of either the Unrestricted-Management or Unrestricted-
Technical examination. This year, there are two recipients of the award and they are Kyle Brill of James 
Insurance Broker Limited and Jordan Switzer of Isure Insurance Inc. 

Scott Bell Donald W. Lambie Award with 2018 Donald W. Lambie Award Recipients 

This award is presented in recognition of Mr. Lambie’s 
commitment to self-regulation and his outstanding 
contribution to the broker profession. Mr. Lambie is one of DanielleRIBO’s founding fathers and also acted as the frst President. Frechette 

The Standard The Donald W. Lambie Award is presented to the I would like to take this opportunity thank my fellow Insurance Brokers Ltd. 
individual with the highest mark in the initial RIBO Council members for their collaboration, contribution 
qualifcation examination. I’m pleased to announce and support. I would also like to extend my sincere 
that this year’s recipient is Jennifer Carswell of Marsh gratitude and appreciation to the Qualifcation and 
Canada Limited. Registration Staf who support the Committee and 

work tirelessly throughout the year. Please join us in congratulating the award winners. Michaela 
We look forward to recognizing their achievements at Should you have any questions, please do not Crown 
the Annual Meeting on November 7, 2019. hesitate to contact RIBO staf or committee members Canada Brokerlink 

(Ontario) Inc. at any time. 
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~

 RIBO staf continues to make every efort to provide 
fair and helpful service to our licensees and the public.~ 

RIBO STAFF 2018 - 2019 
Standing (Lef to Right): 
Erica Lo, Gustavo Blandon, Valrie Bailey, Arthur Kosikowski, Crystal Skyvington, Angela Daley, Barbara Dalgleish-Reid, Laurie Reynolds, Lise Cle-
ments, Christopher Thorn, Sheron Fraser, Vivelyn Chiem, Diana Campoli, Tracy Cullen, Irene Chung and Calvin Chan. 

Seated (Lef to Right): 
Vivian Lee, Tim Gof, Patrick Ballantyne, John Goldsmith, Winston Koo. 

Absent: 
Michael Buck, Jorge Guzman, Debbie Lee, Wendy Wu. 
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Registered Insurance Brokers of Ontario 
Minutes of the Thirty-Seventh Annual General Meeting of Registrants of the 
Registered Insurance Brokers of Ontario held on Thursday, November 8th, 2018 
at 1:30 p.m. in the Arcadian Lof of the Simpson Tower, Toronto, Ontario. 

Opening of Meeting 
The outgoing President, Jack Lee, introduced members of the Board for 
2018 that were in attendance.  They were: Scott Bell, Peter Blodgett, 
Rose Cavaliere, Hugh Fardy, Mariette Matos, Katie Mellor, Teresa Riverso, 
Diane Scott, Rob Walters and Cathy York-Sloan. 

The Chairperson then introduced Patrick Ballantyne, Chief Executive 
Ofcer of RIBO, and also acknowledged all of RIBO staf and thanked 
everyone for their dedication and hard work throughout the year. 

The Chairperson then introduced the representative from Network Court 
Reporting Limited who was requested to act as Recording Secretary of 
the meeting. 

Appointment of Scrutineers: Report as to Quorum 

The Chairperson called for the appointment of Ryan Koo and Devon Ng 
to act as scrutineers of the meeting.  As there were no objections, these 
individuals were so appointed. 

The scrutineers informed the Chairperson that a quorum of members 
was present at the meeting. 

Notice of Meeting 
The Chairperson advised that the Notice calling the meeting, 
together with the Annual Report and Financial Statements of the 
Corporation, were provided electronically in accordance with the 
By-Laws of the Corporation. 

Constitution of Meeting 
As the Notice of Meeting had been duly given to the registrants of the 
Corporation entitled to receive such Notice and having been advised by 
the Scrutineers that a quorum of registrants was present, the Chairperson 
declared that the meeting was properly constituted for the transaction of 
business as set out in the Notice of Meeting. 

The Chairperson then introduced invited guests present at the meeting, 
as well as members of the insurance press and a number of RIBO Past 
Presidents. 

Question Period Procedures 
The Chairperson reviewed the procedures to be used during the 
question period following the business portion of the meeting. 

Minutes of the November 9, 2017 Annual General 
Meeting: 
The Chairperson inquired if there were any objections to the dispensing 
of the reading of the Minutes. There were no objections raised. 

It was moved by Beth Pearson and seconded by John Gelston that the 
Minutes of the November 9, 2017 Annual Meeting be approved as 
presented. Motion Carried. 

President’s Report 
Jack Lee thanked his fellow Council members and expressed her pleasure 
to have served as RIBO’s President over the past year.  His report included 
the following comments. 

RIBO Elections continue to be of high importance as they are integral 
to the privilege of self-regulation.  The only certainty with change is that 
there will be even more change.  The last year has brought about a 
signifcant evolution and series of accomplishments to RIBO. 

RIBO’s Consumer Protection Mandate has been strengthened through 
important reforms to our regulatory framework. This includes signifcant 
amendments to the RIBO Act and its regulations. 

In February of 2018, RIBO conducted its Annual Strategic Planning 
Session with a focus on confict disclosure and the inquiry, complaints 
and discipline process.  All were particularly timely in view of the 
legislative amendments.  Over the summer months, seminars were held 
for members of the Complaints and Discipline panels to update them 
on the changes in advance of the re-commencement of the Complaints 
meetings and Discipline hearings in the fall. 

As Council discussed these issues and the particular discussions 
centered around confict disclosure, it was apparent that brokers must 
always ensure that clients are properly serviced with a high degree of 
professionalism and respect.  Brokers are obligated to know their clients 
and to understand their insurance needs. 

Some examples would include timely communication with properly 
documented fles, disclosure of business relationships that might be 
seen to impact broker’s recommendations, such as market ownership 
in a brokerage and the presentation of market choice to a client, 
which is already a RIBO By-Law.  The digital medium will not alter these 
fundamental principles as it relates to client obligations. 

The Government of Ontario has continued its commitment to modernize 
the regulation of the fnancial services and insurance sectors.  It 
remains focused on better transparency, overall modernization and 
enhanced consumer protection.  In May 2018, the Financial Services 
Regulatory Authority (FSRA) appointed its new CEO and completed 
the appointment process for its board of directors.  RIBO looks forward 
to engaging with FSRA in a constructive manner as a transformation is 
completed in 2019. 

RIBO’s legislative changes noted above took full efect on July 1, 2018. 
Some of the highlight include: 
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• Hearings of Discipline and Qualifcation and Registration Committees 
are now open to the public; 

• Requirement to cooperate with a RIBO investigation; 

• Principal Brokers must report misconduct in certain circumstances, 
such as misappropriation of trust funds or criminal activities; 

• Better enforcement of RIBO By-Laws; 

• Enhanced penalty provisions for the Discipline Committee; 

• Increased maximum fne limits against individual members and 
brokerages; 

• Updating of Errors & Omissions insurance requirements. 

RIBO staf have commenced a major technological upgrade of the RIBO 
membership system.  While many have experienced some short-term 
frustrations, these teething troubles are typical in any large-scale overhaul 
of existing technology.  RIBO is confdent that, once up and running, it 
will meet the needs of the membership for years to come. 

There have also been signifcant developments regarding the 
implementation of a Harmonized Fair Treatment of Customers Guideline. 
The Guideline aims to ensure a common understanding between 
regulators including FSCO and RIBO and our licensees about what it 
means to treat consumers fairly throughout the life cycle of a fnancial 
product. RIBO has been actively participating in the development of 
the Guideline.  RIBO’s multi-year experience with its own Fair Treatment 
of Customers Guideline and the RIBO Code of Conduct have proven 
invaluable in these discussions. 

A fnal document refecting these principles was posted on various 
regulatory website in September. 

Presentation of 
Chris Ward Memorial Award 
The Chairperson advised that the winner of the Chris Ward Memorial 
Award is Lindsay Panning of Thomas I. Hull Insurance Limited, Toronto, 
Ontario for receiving the highest mark on her frst attempt of the Level II 
Examination. Unfortunately, Lindsay could not be with us today for the 
presentation. 

Presentation of the 
Donald W. Lambie Education Award 
The Chairperson advised that we have a tie this year and asked Scott 
Bell to present the Donald W. Lambie Education Awards to Danielle 
Frechette of The Standard Insurance Brokers Ltd., Dryden, Ontario 
and Michaela Crown of Canada Brokerlink (Ontario) Inc., North Bay, 
Ontario for their achievement in receiving the highest mark in the 
initial RIBO Qualifcation Examination. 

Presentation of Annual Report 
The Chairperson introduced the frst item of business, namely the 
presentation of the Annual Report of the Corporation for the year ended 
July 31, 2018. He requested that a copy of the Annual Report be fled 
with the Minutes of this meeting. 

It was moved by David Yeates and seconded by Neville Herring that 
registrants approve the adoption of the Annual Report of the Corporation 
for the year ended July 31, 2018, including the standing Committee 
Reports and the Auditors’ Report on the Financial Statements.  Motion 
Carried. 

Appointment of Auditors 
The Chairperson then requested that Tamara Jones of 
PricewaterhouseCoopers read the auditors’ report to members. 

Following the reading of the auditors’ report, the Chairperson 
inquired if registrants had any questions.  There were no queries at 
this time. 

It was moved Peter Blodgett and seconded by Brian Purcell that 
PricewaterhouseCoopers be re-appointed as Auditors of the 
Corporation until the next Annual Meeting or until their successors 
are appointed, and their remuneration as such be fxed by the 
Council, and the Council be authorized to fx such remuneration. 
Motion Carried. 

Election Results 
The Chairperson called upon the CEO to announce the results of the 
election. The CEO, Patrick Ballantyne, reported that this year there 
were three positions open for Council.  As we only received three 
nominations, we did not require a formal poll. 

The three candidates acclaimed to Council this year are Peter Blodgett, 
Royle Leung, both in the 20 and over broker category and George 
Longo in the under 20 broker category. 

The Chairperson congratulated and welcomed Peter Blodgett, Royle 
Leung and George Longo to RIBO Council. 

The Chairperson then thanked retiring member Tracy McLean for her six 
years of contribution to RIBO Council and Marianna Michael for her three 
years of contribution to RIBO Council. 

Question Period 
The Chairperson asked at this time if there were any questions from the 
assembly. 

There were no questions. 

Termination of Meeting 
On behalf of Council, the Chairperson expressed his appreciation to all 
registrants attending the meeting. 

He then requested a motion from the foor to adjourn the meeting. 

At 1:54 p.m., there being no further business, it was moved by Paul 
Armstrong that the meeting be adjourned, whereupon the Chairperson 
declared the meeting adjourned. Motion Carried. 
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	In the 2018 Council elections, Peter Blodgett and Royle Leung (‘20 and over’ brokers category) as well as George Longo (‘under 20’ brokers category) were acclaimed. Scott Bell was elected President by his colleagues on Council. Other officers of the executive for 2018/ 2019 included Jack Lee (Immediate Past President), Peter Blodgett (Vice President), Katie Mellor (Treasurer) and Hugh Fardy (Secretary). 
	In welcoming our new Council members, I would also like to acknowledge departing member Tracy McLean for her years of outstanding service to RIBO.  Council and RIBO staff are grateful for her generous contributions over the years. 
	This year has seen a continuation of a positive trend in broker registrations. The number of applications received and exams written is up significantly, with a corresponding increase in revenue. Efficiently managing the increased volume remains a focus of RIBO staff. To that end, the new registration system will afford us opportunities to bring some functionality online. I look forward to reporting on these advancements in next year’s report. 
	This has been the first year that Council’s refinements to the Continuing Education requirements have come into effect. These include; 
	• 
	• 
	• 
	A new “ethical skills” category will be introduced (minimum 1 hour), 

	• 
	• 
	a minimum of three hours of “technical” courses, 

	• 
	• 
	a maximum of 2 “personal skills” hours. 


	Council is confident that these refinements will serve to enhance the level of professionalism amongst personal and casualty insurance brokers in Ontario. 
	RIBO remains an active participant in the Canadian Insurance Services Regulatory Organizations (CISRO). Through it, RIBO works with other regulatory insurance intermediaries to search for a consistent or harmonized response to common issues. Of particular note are ongoing discussions on the feasibility of a common, Canada-wide personal and casualty insurance curriculum. We have also worked through CISRO and the Canadian Council of Insurance Regulators to issue a “Fair Treatment of Customers Guidance” aimed 
	RIBO remains an active participant in the Canadian Insurance Services Regulatory Organizations (CISRO). Through it, RIBO works with other regulatory insurance intermediaries to search for a consistent or harmonized response to common issues. Of particular note are ongoing discussions on the feasibility of a common, Canada-wide personal and casualty insurance curriculum. We have also worked through CISRO and the Canadian Council of Insurance Regulators to issue a “Fair Treatment of Customers Guidance” aimed 
	achieving a consistent customer-centric approach for all industry participants across the country. 

	Both inside and outside of CISRO, we continue to nurture our relationship with other regulatory agencies. In particular, we look forward to establishing close ties with the new Financial Services Regulatory Authority of Ontario and coordinating responses to emerging issues, trends and matters of common concern. 
	Through dialogue with both the Toronto Insurance Conference and the Insurance Brokers Association of Ontario, we benefit from a better understanding of their issues and concerns. By keeping our ‘ear to the street’, we seek to remain aware of and engaged with industry developments. Both through the associations and on an individual basis, we strive to offer timely guidance to all RIBO licensees. 
	Council is conducting a review of RIBO’s existing communication avenues, including the quarterly bulletin, e-mail blasts and the website. The aim is to reconsider and refine those efforts in a way that will make them more useful for all stakeholders. 
	Some of you may have noticed that RIBO’s broker spot check program has been expanded, affording examination staff a ‘deeper dive’ into the operations of our licensees. While the previous spot check was primarily financially focused, it is fair to say that brokerages are now financially more sound than when the program was introduced many years ago. The new program retains a financial component, but also includes conduct related elements enabling us to consider how consumers interests are being managed. We b
	In closing, and consistent with my message of past years, the strength of RIBO is found in the brokers we regulate. Please do not hesitate to reach out to any Council or staff member with your concerns or suggestions. 
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	Report of the ProfessionalDevelopment Committee 
	Report of the ProfessionalDevelopment Committee 
	The Registered Insurance Brokers Act (RIBA) and Regulations govern all general insurance brokers in Ontario. It is the responsibility of RIBO’s Board of Directors, its committees and staff to administer the Act and the Regulations. 
	The Registered Insurance Brokers Act (RIBA) and Regulations govern all general insurance brokers in Ontario. It is the responsibility of RIBO’s Board of Directors, its committees and staff to administer the Act and the Regulations. 
	The Registered Insurance Brokers Act (RIBA) and Regulations govern all general insurance brokers in Ontario. It is the responsibility of RIBO’s Board of Directors, its committees and staff to administer the Act and the Regulations. 
	The Registered Insurance Brokers Act (RIBA) and Regulations govern all general insurance brokers in Ontario. It is the responsibility of RIBO’s Board of Directors, its committees and staff to administer the Act and the Regulations. 
	One of RIBO’s essential operational duties is to ensure that, when a complaint is received against a broker, both sides of the inquiry are investigated promptly and fairly. 
	There are two main types of complaints handled by the Complaints and Investigations Department. The first is finance related and is usually generated because of a spot check or a broker review.  The most common types of finance complaints relate to trust deficits, followed by inadequate books and records. 
	The second type of complaint is conduct related and is normally initiated by a consumer complaint. When a member of the public or a fellow broker makes a complaint, the Complaints Officer reviews it and decides whether there are probable grounds to substantiate the complaint against a registered broker or not.  The complainant is asked to provide his/her written complaint to RIBO, along with any relevant supporting documentation. 
	Once the written complaint is received by RIBO, an enquiry file is opened and assigned to an investigator for further examination.  Additional evidence is gathered, and statements are taken. If the investigation results in formal complaint charges being laid against a broker, then the matter is referred to a Complaints Committee for direction. If the Complaints Committee decides there is enough evidence to indicate possible misconduct, the matter is referred to the Discipline Committee for a hearing and fin
	In meeting the needs of consumers, we make every effort to ensure that their complaints are handled fairly, promptly, and professionally. In all dealings, the consumer is treated with respect and courtesy. 
	STATISTICAL SUMMARIES 
	The following statistical summaries reflect the excellent work done by our Complaints and Investigations Department. 
	• 
	• 
	• 
	RIBO received approximately 1190 inquiry telephone calls last year, which is a slight increase over the calls from the previous year.  The Complaints Officer attempts to resolve as many of the complaint calls within RIBO’s jurisdiction as possible. Of the 1190 consumer inquiry calls, approximately 90% of the “telephone complaints” were resolved in this manner. 

	• 
	• 
	86 new files were opened this year, which required investigation by RIBO staff. (Please refer to Chart 1 to review the sources and types of complaints). 

	• 
	• 
	We began this year with 76 active files, meaning investigations or complaints proceedings were already in progress from the previous year. 

	• 
	• 
	66 files were resolved and closed this year, leaving 84 in progress which will be carried over. 

	• 
	• 
	The Complaints Committee consists of a three-member panel, comprised of two brokers and a public member. The Complaints Committees met on 5 separate occasions. 

	• 
	• 
	In each case, the broker who is the subject of the complaint is invited to the meetings.  Brokers attended 90% of the time. 

	• 
	• 
	During the Complaints Committee meetings, 3 of the files were closed in the broker’s favour with 16 cases raising issues regarding misconduct, resulting in referral to the Discipline Committee for further review. 

	• 
	• 
	Of the 16 cases that raised issues regarding misconduct, 4 were referred directly to the Discipline Committee for hearings and 12 were offered a resolution on a consent basis. 


	continue… 

	…continue 
	• 
	• 
	• 
	The Discipline Committee consists of a five-member panel, comprised of four brokers and one public member.  These panels held hearings on 10 days during the year.  17 cases were presented for approval on a consent basis and 6 required a hearing. 

	• 
	• 
	The above number of cases include cases carried over from the previous year. 

	• 
	• 
	Multiple penalties were assigned in many of the cases, which is the reason that the dispositions in the chart below add up to more than the total of the cases presented. 


	• The random spot-check and broker review program this year resulted in 197 reviews (139 spot checks and 57 broker reviews), of which 4 resulted in any kind of formal proceeding. There were 12 reviews in progress or with follow up at fiscal year end included in the total number of reviews.  This year the goal is to conduct 216 brokerage visits. 

	Professional Development Charts 
	Professional Development Charts 
	Source and Type of Complaint Files 
	Source 18/19 17/18 Non – Compliance 32 40 Public 44 35 Member Brokers 17 11 Insurers 2 1 Lawyers 1 0 Government & Other Sources 5 0 Total 101 87 Type 18/19 17/18 Code of Conduct 70 55 Other Misconduct 0 1 Delinquent Filing 2 4 Trust Funds 17 13 Equity Requirements 6 8 Financial Records 1 6 Non-Compliance (other regs.) 4 0 Criminal Allegations 1 0 Total 101 87 Disposition of Disciplinary Proceedings 18/19 17/18 16/17 Certificate of Registration Revoked 0 4 2 Certificate of Registration Suspended 3 2 4 Certif
	Sect
	Figure
	Peter Blodgett 
	Peter Blodgett 
	Chair 





	REPORT OF THE QUALIFICATION & REGISTRATION DEPARTMENT 
	REPORT OF THE QUALIFICATION & REGISTRATION DEPARTMENT 
	It has been an honour and a privilege to serve as the Qualification and Registration Committee Chair this year.    
	It has been an honour and a privilege to serve as the Qualification and Registration Committee Chair this year.    
	As evolving new areas of focus and technologies review issues and update the educational and arise, our industry is constantly being challenged. professional requirements. The Qualification and Registration Committee 
	The following statistical summary details the work of 
	is committed to ensuring that the regulatory the Committee and department over the last fiscal 
	responsibility of public protection is fulfilled and year (August 1, 2018 – July 31, 2019): 
	that a high standard of professional competence is maintained. The Committee meets monthly to 
	New Brokers – Acting Under Supervision 18/19 17/18 Exams Written (including equivalency exams) 3,409 3,025 Pass Rate (including equivalency exams) 62% 61% Pass Rate (full basic-broker exam) for those attending a course 69% 71% Pass Rate (full basic-broker exam) for those not attending a course 60% 60% Level II - Removal of Restriction 18/19 17/18 Technical Exams Written 17 10 Pass Rate 12% 40% Management Exams Written 92 104 Pass Rate 70% 63% 
	The low number and passing ratio in the technical exams is primarily due to the Committee’s decision to accept CAIB and CIP designations as an equivalency and the candidates that do write the examination are 
	mostly new to the commercial lines field. 
	Committee Decisions Granted Refused Application for Secondary Business Exemption 232 0 Application for Removal of Restrictions 0 0 Other 9 1 
	The Committee reviewed a total of 242 requests. The majority (232) were requests for secondary business exemptions. These requests require exemption from Regulation 991, Section 5(i)(b). Over the course of the year, the Committee granted 232 secondary business exemptions. Seventeen of the requests were for exemptions to sell financial products. Requests for secondary business exemptions are mainly from individuals who need to supplement their incomes. In the decision process the Committee evaluates each req
	In the other category, the Committee granted one brokerage firm permission to share office space and recommended that Council grant permission to six brokerage firms in another province to hold their Ontario Trust Monies in their home province on the condition that they comply with the listed RIBO Regulations. The Committee also granted permission to one application to proceed with the registration process and refused an application where the individual did not meet the suitability qualifications for RIBO. 
	Hearing Summary 18/19 17/18 16/17 15/16 Review of Qualification to hold a certificate Granted 1 0 0 0 Refused 0 3 0 1 Application for Exemption Secondary Occupation Granted 0 0 0 1 Refused 0 0 0 1 Application for Removal of Restriction Granted 0 0 0 0 Refused 0 0 0 0 Other Granted 0 1 0 0 Refused 0 0 0 0 Total 1 4 0 2 
	All applicants have the right to request a hearing after the Committee has considered and proposed to refuse registration, exemption or has proposed to restrict, revoke or not renew an existing registration. A request for a hearing was made for the one refusal and following the hearing, the Committee granted the request with conditions. 
	Registration 18/19 17/18 16/17 15/16 Individual Registrants 19,628 19,485 19,185 18,928 Corporations 1,023 1,021 1,048 1,064 Partnerships 13 13 14 16 Sole Proprietorships 5 5 6 6 Consultants 12 10 10 10 MGA/Wholesalers 59 56 56 51 Active Businesses *1,112 *1,105 *1,134 *1,147 Average number of registrants per business 17.65 17.63 16.92 16.50 
	*Non-active business registrations are not included in the registration numbers. 


	Chris Ward Memorial Award 
	Chris Ward Memorial Award 
	This award is presented in memory of RIBO’s late president Christopher J. Ward, to the individual who receives the highest mark on the first attempt of either the Unrestricted-Management or Unrestricted-Technical examination. This year, there are two recipients of the award and they are Kyle Brill of James Insurance Broker Limited and Jordan Switzer of Isure Insurance Inc. 
	Scott Bell 

	Donald W. Lambie Award 
	Donald W. Lambie Award 
	with 2018 Donald W. Lambie Award Recipients 
	This award is presented in recognition of Mr. Lambie’s commitment to self-regulation and his outstanding contribution to the broker profession. Mr. Lambie is one of 
	This award is presented in recognition of Mr. Lambie’s commitment to self-regulation and his outstanding contribution to the broker profession. Mr. Lambie is one of 
	Danielle
	Danielle
	Figure



	RIBO’s founding fathers and also acted as the first President. 
	RIBO’s founding fathers and also acted as the first President. 
	Frechette 
	Frechette 
	The Standard 
	The Donald W. Lambie Award is presented to the I would like to take this opportunity thank my fellow 
	Insurance Brokers Ltd. 
	individual with the highest mark in the initial RIBO Council members for their collaboration, contribution qualification examination. I’m pleased to announce and support. I would also like to extend my sincere that this year’s recipient is Jennifer Carswell of Marsh gratitude and appreciation to the Qualification and Canada Limited. Registration Staff who support the Committee and 
	work tirelessly throughout the year. 
	Please join us in congratulating the award winners. 
	Michaela 
	We look forward to recognizing their achievements at Should you have any questions, please do not 

	Crown 
	Crown 
	the Annual Meeting on November 7, 2019. hesitate to contact RIBO staff or committee members 
	Canada Brokerlink (Ontario) Inc. 
	at any time. 
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	 RIBO staff continues to make every effort to provide fair and helpful service to our licensees and the public.
	 RIBO staff continues to make every effort to provide fair and helpful service to our licensees and the public.
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	RIBO STAFF 2018 - 2019 
	RIBO STAFF 2018 - 2019 
	Standing (Left to Right): Erica Lo, Gustavo Blandon, Valrie Bailey, Arthur Kosikowski, Crystal Skyvington, Angela Daley, Barbara Dalgleish-Reid, Laurie Reynolds, Lise Clements, Christopher Thorn, Sheron Fraser, Vivelyn Chiem, Diana Campoli, Tracy Cullen, Irene Chung and Calvin Chan. 
	-

	Seated (Left to Right): Vivian Lee, Tim Goff, Patrick Ballantyne, John Goldsmith, Winston Koo. 
	Absent: Michael Buck, Jorge Guzman, Debbie Lee, Wendy Wu. 

	Registered Insurance Brokers of Ontario 
	Registered Insurance Brokers of Ontario 
	Minutes of the Thirty-Seventh Annual General Meeting of Registrants of the Registered Insurance Brokers of Ontario held on Thursday, November 8, 2018 at 1:30 p.m. in the Arcadian Loft of the Simpson Tower, Toronto, Ontario. 
	Minutes of the Thirty-Seventh Annual General Meeting of Registrants of the Registered Insurance Brokers of Ontario held on Thursday, November 8, 2018 at 1:30 p.m. in the Arcadian Loft of the Simpson Tower, Toronto, Ontario. 
	th

	Opening of Meeting 
	The outgoing President, Jack Lee, introduced members of the Board for 2018 that were in attendance.  They were: Scott Bell, Peter Blodgett, Rose Cavaliere, Hugh Fardy, Mariette Matos, Katie Mellor, Teresa Riverso, Diane Scott, Rob Walters and Cathy York-Sloan. 
	The Chairperson then introduced Patrick Ballantyne, Chief Executive Officer of RIBO, and also acknowledged all of RIBO staff and thanked everyone for their dedication and hard work throughout the year. 
	The Chairperson then introduced the representative from Network Court Reporting Limited who was requested to act as Recording Secretary of the meeting. 
	Appointment of Scrutineers: Report as to Quorum 
	The Chairperson called for the appointment of Ryan Koo and Devon Ng to act as scrutineers of the meeting.  As there were no objections, these individuals were so appointed. 
	The scrutineers informed the Chairperson that a quorum of members was present at the meeting. 
	Notice of Meeting 
	The Chairperson advised that the Notice calling the meeting, together with the Annual Report and Financial Statements of the Corporation, were provided electronically in accordance with the By-Laws of the Corporation. 
	Constitution of Meeting 
	As the Notice of Meeting had been duly given to the registrants of the Corporation entitled to receive such Notice and having been advised by the Scrutineers that a quorum of registrants was present, the Chairperson declared that the meeting was properly constituted for the transaction of business as set out in the Notice of Meeting. 
	The Chairperson then introduced invited guests present at the meeting, as well as members of the insurance press and a number of RIBO Past Presidents. 
	Question Period Procedures 
	The Chairperson reviewed the procedures to be used during the question period following the business portion of the meeting. 
	Minutes of the November 9, 2017 Annual General Meeting: 
	The Chairperson inquired if there were any objections to the dispensing of the reading of the Minutes. There were no objections raised. 
	It was moved by Beth Pearson and seconded by John Gelston that the Minutes of the November 9, 2017 Annual Meeting be approved as presented. Motion Carried. 
	President’s Report 
	Jack Lee thanked his fellow Council members and expressed her pleasure to have served as RIBO’s President over the past year.  His report included the following comments. 
	RIBO Elections continue to be of high importance as they are integral to the privilege of self-regulation.  The only certainty with change is that there will be even more change.  The last year has brought about a significant evolution and series of accomplishments to RIBO. 
	RIBO’s Consumer Protection Mandate has been strengthened through important reforms to our regulatory framework. This includes significant amendments to the RIBO Act and its regulations. 
	In February of 2018, RIBO conducted its Annual Strategic Planning Session with a focus on conflict disclosure and the inquiry, complaints and discipline process.  All were particularly timely in view of the legislative amendments.  Over the summer months, seminars were held for members of the Complaints and Discipline panels to update them on the changes in advance of the re-commencement of the Complaints meetings and Discipline hearings in the fall. 
	As Council discussed these issues and the particular discussions centered around conflict disclosure, it was apparent that brokers must always ensure that clients are properly serviced with a high degree of professionalism and respect.  Brokers are obligated to know their clients and to understand their insurance needs. 
	Some examples would include timely communication with properly documented files, disclosure of business relationships that might be seen to impact broker’s recommendations, such as market ownership in a brokerage and the presentation of market choice to a client, which is already a RIBO By-Law.  The digital medium will not alter these fundamental principles as it relates to client obligations. 
	The Government of Ontario has continued its commitment to modernize the regulation of the financial services and insurance sectors.  It remains focused on better transparency, overall modernization and enhanced consumer protection.  In May 2018, the Financial Services Regulatory Authority (FSRA) appointed its new CEO and completed the appointment process for its board of directors.  RIBO looks forward to engaging with FSRA in a constructive manner as a transformation is completed in 2019. 
	RIBO’s legislative changes noted above took full effect on July 1, 2018. Some of the highlight include: 
	• 
	• 
	• 
	Hearings of Discipline and Qualification and Registration Committees are now open to the public; 

	• 
	• 
	Requirement to cooperate with a RIBO investigation; 

	• 
	• 
	Principal Brokers must report misconduct in certain circumstances, such as misappropriation of trust funds or criminal activities; 

	• 
	• 
	Better enforcement of RIBO By-Laws; 

	• 
	• 
	Enhanced penalty provisions for the Discipline Committee; 

	• 
	• 
	Increased maximum fine limits against individual members and brokerages; 

	• 
	• 
	Updating of Errors & Omissions insurance requirements. 


	RIBO staff have commenced a major technological upgrade of the RIBO membership system.  While many have experienced some short-term frustrations, these teething troubles are typical in any large-scale overhaul of existing technology.  RIBO is confident that, once up and running, it will meet the needs of the membership for years to come. 
	There have also been significant developments regarding the implementation of a Harmonized Fair Treatment of Customers Guideline. The Guideline aims to ensure a common understanding between regulators including FSCO and RIBO and our licensees about what it means to treat consumers fairly throughout the life cycle of a financial product. RIBO has been actively participating in the development of the Guideline.  RIBO’s multi-year experience with its own Fair Treatment of Customers Guideline and the RIBO Code 
	A final document reflecting these principles was posted on various regulatory website in September. 
	Presentation of Chris Ward Memorial Award 
	The Chairperson advised that the winner of the Chris Ward Memorial Award is Lindsay Panning of Thomas I. Hull Insurance Limited, Toronto, Ontario for receiving the highest mark on her first attempt of the Level II Examination. Unfortunately, Lindsay could not be with us today for the presentation. 
	Presentation of the Donald W. Lambie Education Award 
	The Chairperson advised that we have a tie this year and asked Scott Bell to present the Donald W. Lambie Education Awards to Danielle Frechette of The Standard Insurance Brokers Ltd., Dryden, Ontario and Michaela Crown of Canada Brokerlink (Ontario) Inc., North Bay, Ontario for their achievement in receiving the highest mark in the initial RIBO Qualification Examination. 
	Presentation of Annual Report 
	The Chairperson introduced the first item of business, namely the presentation of the Annual Report of the Corporation for the year ended July 31, 2018. He requested that a copy of the Annual Report be filed with the Minutes of this meeting. 
	It was moved by David Yeates and seconded by Neville Herring that registrants approve the adoption of the Annual Report of the Corporation for the year ended July 31, 2018, including the standing Committee Reports and the Auditors’ Report on the Financial Statements.  Motion Carried. 
	Appointment of Auditors 
	The Chairperson then requested that Tamara Jones of PricewaterhouseCoopers read the auditors’ report to members. 
	Following the reading of the auditors’ report, the Chairperson inquired if registrants had any questions.  There were no queries at this time. 
	It was moved Peter Blodgett and seconded by Brian Purcell that PricewaterhouseCoopers be re-appointed as Auditors of the Corporation until the next Annual Meeting or until their successors are appointed, and their remuneration as such be fixed by the Council, and the Council be authorized to fix such remuneration. 
	Motion Carried. 
	Election Results 
	The Chairperson called upon the CEO to announce the results of the election. The CEO, Patrick Ballantyne, reported that this year there were three positions open for Council.  As we only received three nominations, we did not require a formal poll. 
	The three candidates acclaimed to Council this year are Peter Blodgett, Royle Leung, both in the 20 and over broker category and George Longo in the under 20 broker category. 
	The Chairperson congratulated and welcomed Peter Blodgett, Royle Leung and George Longo to RIBO Council. 
	The Chairperson then thanked retiring member Tracy McLean for her six years of contribution to RIBO Council and Marianna Michael for her three years of contribution to RIBO Council. 
	Question Period 
	The Chairperson asked at this time if there were any questions from the assembly. 
	There were no questions. 
	Termination of Meeting 
	On behalf of Council, the Chairperson expressed his appreciation to all registrants attending the meeting. 
	He then requested a motion from the floor to adjourn the meeting. 
	At 1:54 p.m., there being no further business, it was moved by Paul Armstrong that the meeting be adjourned, whereupon the Chairperson declared the meeting adjourned. Motion Carried. 
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