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institutions that are subject to the legal obligation to adhere to sound commercial practices- in accordance with the statutes listed
in Note 1. Consequently, these terms donot refer-teinclude a federation of mutual insurance associations.

3——Although the enabling statutes (supra note 1) refer specifically to the notion of “clientele,” the terms “client” and “clients” are also
in this guideline. These broad notions cover both current and potential clients of the financial institution and may also include,for
example, a person with an interest in the product sold, such as the beneficiary of an insurance policy, where appropriate for the
context.

. - in___In this guideline+efers-bethte, the term “product-and-” also includes

5~ The Organisation for Economic Co-operation and Development, the International Financial Consumer Protection Organisation
Financial Stability Board, the International Association of Insurance Supervisors, the Basel Committee on Banking Supervision,
the International Organization of Securities Commissions.
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3. Responsibility of the financial institution
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The AMF expects financial institutions to fulfill their FTC obligation at all stages of the product
life cycle.

A financial institution’s FTC obligation continues to apply even though some intermediaries® involved in
offering the financial institution’s products may have their own obligations.

Financial institutions therefore obtain reasonable assurance that the actions of intermediaries and any other
persons acting on its behalf who are involved in offering their products enable them to discharge their FTC
obligation.

Moreover, financial institutions remain fully responsible for any activities that may be outsourced by them. ?

6 Intermediaries are the individuals and firms authorized to offer financial products and services pursuant to the Act respecting the

distribution of financial products and services, CQLR, c. D-9.2.
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44. Financial institutions’ relationships with,intermediaries
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8 For example, reporting, indicators and controls include the insurer’s liability with respect to a distributor (s. 65 of the Insurers Act).
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5. Expected FTC outcomes

6-15.1 _Governance «

The AMF expects financial institutions’ decision-making bodies to exercise strong leadership
in making FTC a core component of their business culture.

standard, compliance, tools, it is,important to, establish, an, FTC-centric business, culture.

Seniormanagementand-the The board, of directors, areis, responsible, for, romotinga
basis-that-the-institution’'s-FTC-centric business culture and sound commercialpractices, and eulture-are
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Jnappropriate, practices, that could, adversely, affect FTC
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9Insurers Act, CQLR, c. A-32.1, section 94

Deposit Institutions and Deposit Protection Act, CQLR, c. |-13.2.2, section 28.38 Trust Companies and Savings Companies Act.
CQLR, ¢-S-29.02, section 75.
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Roles,and, responsibilities, of senior management

e-Ensure, the, development of objectives, strategies, policies, processes and procedures, that are, consisten

with the institution’s values and enable the-achievement of the expected FTC outcomes

tmplement

e<Ensure the implementation of controls, to:
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that could adversely, affect FTC
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+ Ensure that appropriate action is taken to correct staff member practices that are contrary to FTC
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10 Accordingly, in addition to the client satisfaction rate or the number of complaints received, the indicators used by
should make it possible to measure the achievement of expected FTC outcomes ever-the-entire-life-cyeleat every stage of
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+<Notify the client of any

e<Document each conflict of interest situation that arises and how the institution managed it. The information
collected should provide a basis for assessingillustrating the extent of the harm that may be caused to the
such a conflict of interest*interest
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1 For example, for deposit products, the assessment of the product's features could take into account criteria such as accessibility,

yield and security.
For example, type, compliance, integrated risk management, finance, sales, taxation, actuarial services, legal affairs.
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615 For example, ensure that the exclusions in the insurance contract are still relevant and drafted in a way that is clear to clients.
Consider economic conditions {e-g--takein taking into account changes in clients’ level of indebtedness}-.
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18 When technical, complex or hard-to-understand language cannot be avoided, make tools or other suppert-availablemeans
help them te-clearly understand the information; institution i i ini

*817 Examples: For insurance products, the type of contract, the coverages offered, eligibility requirements, perils covered, restrictions,
limitations, deductible, premium. For credit products, the interest rate, fees and charges, total cost, term, repayment terms, type of
security required, etc.
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The AMF expects deposit institutions to assess whether the product that is offered is
appropriate for the client.
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19 Financial services cooperatives, trust companies and other authorized deposit institutions.

20 For example, the policies, processes, procedures, controls and information systems relating to the granting of credit should enablethe
identification, control and mitigation of major risks to clients, including those related to mis-sold credit products, and to prevent,
insofar as possible, repayment problems and what they logically lead to, i.e., debt overload.

as the client’s objectives, financial situation, repayment ability, risk tolerance, investment horizon and other commitments.
22 Features, charges, risks and benefits for clients.
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and-the-productsheld by and the services offeredprovided to the elient®*client?

their personal situation to ensure that the product is still appropriate for them.-

The institution therefore takes the necessary steps to ensure that clients receive ongoing and adequate
service.

procedures in place facilitate such transactions.

23 Forexample, if branches or automated teller machines are closed or converted, the financial institution contacts its clients within a
reasonable period of time and informs them of available alternatives.
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throughoutthe examination process

o—_Possess the necessary competencies depending on the type of product

24 Applicable only to insurers authorized under the insurance-sectorinsurers Act.

26—25__\Where applicable, a damage insurer's procedure creates a favourable environment for a claims adjuster to meet the obligations
out in the Act respecting the distribution of financial products and services-CQLR—e-DB-9:2.
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