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Executive summary 

People buy life insurance to protect themselves and their families from the unexpected. 
They put their savings into life insurance and insured wealth products to achieve security 
during retirement or in the face of unforeseen events. In 2020, there were 8.41 million 
people in Ontario with life insurance coverage through individual insurance policies or 
workplace benefit plans. That’s nearly 60% of the province’s population. A total of $8.22 
billion in individual life insurance premiums was paid in 2020. The average size of a new 
individual policy was $483,0003.  

Many Ontarians buy life insurance and insured wealth products through a life and health 
insurance agent (“life agent”). The Financial Services Regulatory Authority of Ontario 
(FSRA) regulates over 55,000 life agents in Ontario. The number of life agents licensed 
with FSRA increased 10% between December 31, 2020 and December 31, 2021. 

How does FSRA protect life insurance consumers? 

FSRA’s key objects of supervision include promoting high standards of business conduct 
and protecting consumers’ rights and interests. Consumers should expect life agents to 
treat them fairly. They should understand what they’re buying and receive product 
recommendations that are suitable for their needs. That’s why agents are expected to 
appropriately inform consumers about the characteristics of a product, as outlined in the 
Guidance: Conduct of Insurance Business and Fair Treatment of Customers4. Supervision 
is critical to ensuring that agents are doing this and putting consumers first.  

A new approach to supervising life agents in Ontario 

In 2014 the International Monetary Fund’s review of Canada’s observance of the Insurance 
Core Principles (ICPs) under the Financial Sector Assessment Program included 
two Ontario-specific recommendations. Those were: (1) to ensure the regulator has 
adequate resources for effective supervision of intermediaries; and (2) to conduct proactive 

 
 

1 Canadian Life and Health Insurance Facts 2021 Edition, Appendix: 2020 Provincial Data 
2 Ibid 
3 Ibid 
4 Guidance: Conduct of Insurance Business and Fair Treatment of Customers, Disclosure to Customer 

http://clhia.uberflip.com/i/1409216-canadian-life-and-health-insurance-facts-2021/0?
https://www.ccir-ccrra.org/Documents/View/3377
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conduct supervision. Prior to FSRA’s formation, agent supervision in Ontario was primarily 
conducted on a reactive basis. A proactive desk review was last conducted in 2018.  
 
FSRA has prioritized the development of a life agent supervision function. Specifically, in 
late 2020, FSRA established a new dedicated Life and Health Insurance Agent Unit (“Life 
Agent Unit”) within its market conduct area. Throughout 2021, the Life Agent Unit has 
worked to develop a proactive Life and Health Insurance Agent Supervision Framework 
(the “Framework”) to supervise life agents. 
 
The Framework is rooted in the ICPs of the International Association of Insurance 
Supervisors (“IAIS”) standards. This is the first ever supervision framework for life agents in 
Ontario. The Framework consists of: 
 

• life agent risk profiling 
• life agent examinations  
• communications and enforcement actions  
• reporting  

FSRA’s Life Agent Unit is responsible for carrying out supervision activities under the 
Framework. In 2021, the team examined 70 life agents through two pilot programs using a 
risk-based approach. Action was required in 49 cases (70%) suggesting a need for 
improvement in life agent compliance. These actions included licence surrenders, 
escalating to a Regulatory Discipline Officer (“RDO”) for potential administrative monetary 
penalty (“AMP”), issuing letters of warning, and red-flagging on FSRA systems. 

What’s next 

With a new Framework and a dedicated team, FSRA expects to conduct more proactive 
examinations on life agents in 2022-2023. The goal is to reach a reasonable and 
proportionate volume based on the number of licensed agents in Ontario. Later in 2022, we 
will consult with stakeholders on how to improve the life agent reporting process, the target 
examination volume that FSRA should ultimately work toward, and how to best integrate 
industry best practices for agents into the Framework.  
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Introduction 
FSRA is an independent regulatory agency that places a strong emphasis on improving 

consumer protection in Ontario. FSRA promotes high standards of business conduct and 

good administration of wealth and insurance products by regulating financial services 

sectors, including life and health insurance. 

 

Life and health insurance agents (“life agents”) are intermediaries who sell and 

service insurance products on behalf of approximately 70 insurance companies licensed in 

Ontario. FSRA licenses and supervises over 55,000 life agents who play a vital role in 

ensuring Ontarians have access to the advice and products they need to financially protect 

themselves and their families. 

 

On January 1, 2021, FSRA implemented Guidance: Conduct of Insurance Business and 

Fair Treatment of Customers (“FTC Guidance”) adopted by the Canadian Council of 

Insurance Regulators (“CCIR”) and the Canadian Insurance Services Regulatory 

Organizations (“CISRO”). The FTC Guidance sets expectations for the conduct of insurers 

and other entities FSRA regulates under the Insurance Act with respect to the fair treatment 

of customers. 

 

The FTC Guidance requirements and expectations apply to all insurance licensees, 

including life agents. Life agent suitability is essential in achieving fair treatment of 

customers. This starts with screening life agents for suitability, and it continues with 

monitoring their business practices throughout their careers. 

 

As a key deliverable of FSRA’s Statement of Priorities, a new dedicated Life and Health 

Insurance Agent Unit (“Life Agent Unit”) was created within FSRA’s market conduct area in 

late 2020 to develop and implement the Life and Health Insurance Agent Supervision 

Framework (the “Framework”). The Framework is rooted in existing regulatory 

requirements and expectations of life agents and comprises the following four key 

elements: 
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1. life agent risk profiling  
2. life agent examinations 
3. communications and enforcement actions 
4. reporting 

 

Over the course of 2021, FSRA developed the Framework in phases while staffing the Life 

Agent Unit. This phased approach allowed FSRA to actively supervise life agents while 

also developing the risk profiling and examination tools required under the Framework. This 

phased approach to the development and implementation of the Framework is detailed 

below. 

 

Phased approach to framework development 

 

 

 
 

 

 

December 2020 – June 2021: Phase one - Life agent supervision 2021/22 

Prior to the formation of the Life Agent Unit in 2020, there had not been proactive agent 

supervision in Ontario since 2018. Recognizing the need for life agent supervision 

activities, FSRA commenced pilot programs in January 2021 and June 2021 to conduct 

examinations of risk-identified life agents that had been the subject of a Life Agent 

Reporting Form (“LARF”) or consumer complaint since FSRA’s inception in June 2019. At 
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the same time, FSRA built operational tools to support agent examinations, increased 

staffing for the Life Agent Unit, and began stakeholder outreach and engagement. 

The pilot examinations utilized a Life and Health Insurance Agent Market Conduct 

Questionnaire5 (“Questionnaire”), and the following six-step process6: 

1. notice of Examination, with instructions to complete and attest to the Questionnaire  

2. review the completed Questionnaire 

3. request for life agent client files 

4. review life agent client files to verify compliance with Insurance Act and industry best 

practices 

5. life agent interview 

6. closing letter confirming life agent examination outcomes 

Based on the pilot program outcomes, this process was an effective method of verifying life 

agent licensing and business practice compliance, and process tools such as the 

Questionnaire, with attestation from the life agent, promoted efficient response or 

enforcement by FSRA. The outcomes of the pilot programs are set out below. 

Examination pilot program 1 

The first pilot program included 45 life agents from an initial pool of 98 who had been the 

subject of a LARF between FSRA’s inception on June 8, 2019, and December 31, 2020. Of 

the 52 life agents excluded from this pool, 15 were no longer licensed with FSRA, and 37 

had active cases before FSRA’s Legal and Enforcement Unit or a Regulatory Discipline 

Officer (“RDO”).  

After commencement of the first pilot, 2 examinations (4%) were suspended due to 

voluntary licence surrender, and 7 (16%) were administratively withdrawn due to a lapsed 

 
 

5 See Appendix “B”:  Pilot Program Life and Health Insurance Agent Market Conduct Questionnaire 
6 See Appendix “A”:  Life and Health Insurance Agent Examination Pilot Program Process 
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or unsponsored licence, death, or LARF escalation to RDO. Life agents who were excluded 

or withdrawn from the pilot were red-flagged by the Life Agent Unit for risk profiling 

purposes.  

Of the remaining 36 life agents examined in the first pilot, FSRA reviewed a total of 153 

client files, determined 44 contraventions of the Insurance Act, and identified 218 instances 

of life agents not following industry best practices. Twelve life agents (27%) received 

closing letters confirming a satisfactory examination outcome, 14 (31%) received closing 

letters identifying best practice issues only, 5 (11%) received warning letters identifying 

contraventions of the Insurance Act, and 5 (11%) were escalated to RDO for potential 

administrative monetary penalties (“AMP”). Of the 5 cases escalated to RDO, 1 life agent 

received a letter of warning, 1 voluntarily surrendered their licence, and 3 are under review. 

Pilot program 1 examination pool 

Total LARF cases received by FSRA from June 8, 2019 to December 31, 2020  100 

Total LARF cases excluded from examination pool  52 

Total LARF cases included in examination pool  48 

Total LARF agents included in examination pool 45 

Agent client files examined 

Total Agent Files Examined 153 

Total Insurance Act Contraventions Identified 44 
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Total Business Practice Issues Identified 218 

Agent examination dispositions 

Examination Withdrawn 7 

Examination Suspended – Licence Surrendered 2 

Closing Letter:  No Insurance Act Contraventions or Business Practice Issues 12 

Closing Letter:  Business Practice Issues Identified 14 

Closing Letter:  Warning for Insurance Act Contraventions; Business Practice 
Issues Identified 

5 

Closing Letter:  Insurance Act Contraventions Referred to RDO; Business 
Practice Issues Identified 

5 

RDO Dispositions as of February 1, 2022 2 

• Under Review 3 

• Letter of Warning 1 

• Voluntary Surrender 1 
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A detailed summary of examination pilot program 1 outcomes is appended to this report7.  

Examination Pilot Program 2 

The second pilot program included 17 life agents who had received a letter of warning from 
an initial pool of approximately 350 life agents who had been the subject of a consumer 
complaint between FSRA’s inception on June 8, 2019, and May 15, 2021. 
 
The second pilot also captured 8 life agents from an initial pool of 19 who had been the 
subject of a LARF between the launch of the first pilot on January 1, 2021, and May 15, 
2021. The 11 life agents excluded from this pool had active cases before FSRA’s Legal and 
Enforcement Unit or an RDO and were red-flagged by the Life Agent Unit for risk profiling 
purposes. 
 
After commencement of the second pilot, 1 examination (4%) was suspended due to 
voluntarily licence surrender, and 3 (12%) were administratively withdrawn due to a lapsed 
or unsponsored licence. Life agents who were withdrawn from the pilot were red-flagged by 
the Life Agent Unit for risk profiling purposes.  
 
Of the remaining 21 agents examined in the second pilot, FSRA reviewed a total of 87 
client files, determined 61 contraventions of the Insurance Act, and identified 116 instances 
of life agents not following industry best practices. Nine life agents (36%) received closing 
letters confirming a satisfactory examination outcome, 5 (20%) received closing letters 
identifying best practice issues only, 2 (8%) received warning letters identifying 
contraventions of the Insurance Act, and 5 (20%) were escalated to RDO for potential 
AMP, and are currently under review. 
 
 
 
 
 
 

 
 

7 See Appendix “C”:  Pilot Program One Examination Summary 



   
 
 

Market Conduct: Life and Health Insurance Agent Supervision Framework March 2022|  Page 11 

Pilot program 2 examination pool 

Total agents who received a letter of warning from a consumer complaint June 
8, 2019 to May 15, 2021 

17 

Total LARF cases received by FSRA from January 1, 2021 to May 15, 2021 19 

Total LARF cases excluded fro examination pool  11 

Total LARF cases included in examination pool  8 

Total agents included in examination pool 25 

Agent client files examined 

Total Agent Files Examined 87 

Total Insurance Act Contraventions Identified 61 

Total Business Practice Issues Identified 116 

Agent examination dispositions 

Examination Withdrawn 3 

Examination Suspended – Licence Surrendered 1 

Closing Letter:  No Insurance Act Contraventions or Business Practice Issues 9 
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Closing Letter:  Business Practice Issues Identified 5 

Closing Letter:  Warning for Insurance Act Contraventions; Business Practice 
Issues Identified 

2 

Closing Letter:  Insurance Act Contraventions Referred to RDO; Business 
Practice Issues Identified 

5 

RDO Dispositions as of February 1, 2022 0 

• Under Review 5 

A detailed summary of examination pilot program 2 outcomes is appended to this report8  

LARF management and ad hoc examinations 

To align with previous industry recommendations, FSRA prioritized LARFs in the 

development of the Framework and moved LARF management to the Life Agent Unit 

during phase one. Under the Life Agent Unit, ad hoc examinations were conducted 

concurrently with LARF reviews using the six-step process of the pilot programs outlined 

above. As in previous years, the outcomes of LARFs reviewed in 2021/22 will be published 

in FSRA’s third annual LARF report, which is upcoming. The outcomes of the LARF 

associated ad hoc examinations will also be included in the upcoming LARF report. 

July – October 2021: Phase two - Framework development 

The Framework design was informed by the pilot programs, LARF reviews, and ad hoc 
examinations commenced in phase one, and included the following four key components:  

1. life agent risk profiling 
 

 

8 See Appendix “D”:  Pilot Program Two Examination Summary 
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2. life agent examinations 
3. communications and enforcement actions 
4. reporting 

Life agent risk profiling 

In view of over 55,000 life agents in Ontario, risk profiling is vital to providing efficient and 
effective proactive supervision. The Framework’s risk profiling utilized internal FSRA data 
captured through licensing applications, licensing renewals, consumer complaints, LARFs, 
and life agent enforcement activity reported by other regulatory bodies across Canada. The 
data allows FSRA to take an efficient and risk-based approach to supervision by focusing 
on agents with the highest risks. 

Life agent examinations 

The compliance requirements and expectations considered within the Framework design 
are not new to life agents, insurance companies, Managing General Agencies (“MGAs”), or 
other intermediaries. The Framework has been used to test and verify life agent 
compliance with the Insurance Act, its regulations, and FTC Guidance, which includes 
providing appropriate advice, managing conflicts of interest, and putting the best interests 
of the customer first. 

In addition to the pilot programs and LARF related ad hoc examinations, in phase two of 
the Framework development, the Life Agent Unit commenced ad hoc examinations of life 
agents risk-identified and referred by FSRA’s Licensing Compliance Unit (life agent 
licensing management) and Complaints and Risk Assessment Unit (consumer complaints 
management). 

Communications and enforcement action 

The examinations conducted under the Framework included formal responsive 
communications to life agents who have participated in the examination process. Upon 
completion of an examination, a closing letter was emailed to the life agent confirming one 
of the following six outcomes: 
 

1. no contraventions of the Insurance Act, its regulations, or FTC Guidance 
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2. no contraventions of the Insurance Act, or its regulations, but contraventions of 

business practices not enforceable by FSRA 
 

3. contraventions of the Insurance Act, or its regulations, resulting in a formal letter of 
warning 
 

4. contraventions of the Insurance Act, or its regulations, resulting in a formal letter of 
warning and identifying contraventions of business practices not enforceable by 
FSRA 
 

5. contraventions of the Insurance Act, or its regulations, resulting in escalation to the 
Legal and Enforcement Unit or an RDO for potential enforcement action 
 

6. contraventions of the Insurance Act, or its regulations, resulting in escalation to the 
Legal and Enforcement Unit or an RDO for potential enforcement action and 
identifying contraventions of business practices not enforceable by FSRA 

Any contraventions of the Insurance Act or its regulations that were identified by the Life 
Agent Unit were escalated to a FSRA RDO for review. 

Publications and reporting 

The Framework helps achieve FSRA’s statutory objects by contributing to public 
confidence through promoting transparency, disclosure of information, and deterring 
deceptive or fraudulent conduct, practices, and activities. 
 
During phase one of the Framework development, FSRA published the second annual 
LARF Report9, and two industry notices identifying potential consumer harm10 11. These 
types of publications are of key importance to protecting Ontario consumers and signalling 
to insurers and intermediaries any inappropriate or unfair practices FSRA identifies in the 

 
 

9 Visit FSRA Second Annual LARF Report May 10, 2021 for more information 
10 Visit FSRA Industry Notice February 17, 2021 for more information 
11 Visit FSRA Industry Notice April 23, 2021 for more information 

https://www.fsrao.ca/media/3961/download
https://www.fsrao.ca/newsroom/fsra-requires-insurers-monitor-agent-conduct
https://www.fsrao.ca/newsroom/fsra-expects-insurers-oversee-and-monitor-agent-and-managing-general-agency-conduct
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life and health insurance sector. Now, through this Supervision Report, FSRA is sharing the 
outcomes of the pilot agent examinations conducted under the Framework in 2021/22.  
 
In addition, FSRA has engaged regularly with industry associations and other stakeholders 
over the past year through a series of “roadshows” to introduce the Life Agent Unit and 
socialize the Framework development. This informal consultation has provided FSRA with 
industry feedback that has both informed and reinforced the Framework.  

November 2021 – March 2022: Phase three - Framework implementation 

FSRA has now implemented the Framework and operationalized proactive thematic life 
agent examinations utilizing available risk profiling. In December 2021 FSRA launched the 
following thematic examination campaigns: 

 
1. Examination of 21 life agents who are dually licensed with FSRA as mortgage 

brokers and who were subject to disciplinary action by another regulator since FSRA 
inception in June 2019. 
 

2. Examination of 16 life agents who were the subject of a consumer complaint and 
received a letter of warning from FSRA after May 15, 2021 (i.e., after the second 
pilot program). 

March 2022 forward: Phase four - Framework scale and 2022/23 
supervision plan 

A key objective of the Framework is to ensure that a reasonable and proportionate volume 
of examinations are conducted annually. This objective contributes to public confidence in 
the life and health insurance sector by not only identifying areas of non-compliance for 
remediation, but by also confirming positive life agent compliance behaviour. In furtherance 
of this objective, the Life Agent Unit has developed and matured the Framework 
operational tools, processes, and risk profiling, to support thematic examinations. 
 
Under the 2022/23 Supervision Plan, the Life Agent Unit will continue to use the tools 
developed under the Framework to examine life agents. It is anticipated that through 
process efficiencies and technology builds, the number of examinations the Life Agent Unit 
can conduct in any given year will increase. However, FSRA intends to consult with 
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stakeholders on what examination volume should be considered reasonable and 
proportionate in the Ontario marketplace. Similarly, FSRA will consult on how to improve 
the life agent reporting process, and how to integrate industry best practices for life agents 
into the Supervisory Framework. Finally, FSRA will continue to report on the outcomes of 
life agent examinations.  
 

Conclusion  
Through market conduct supervision and enforcement activities, FSRA has worked to 
ensure that life agents are compliant with legislation, regulations, and FTC Guidance in 
order to enhance market conduct oversight to protect consumers. As summarized in the 
table below, FSRA acted in 49 cases (70%) under the pilot program examinations. These 
actions included licence surrenders, escalating to an RDO for potential AMP, issuing letters 
of warning, and red-flagging on FSRA systems. 
 

Pilot program 1 and 2 summary # % 

Total Agents Examined 70  

Total Agent Client Files Examined 240  

Total Insurance Act Contraventions Identified 105  

Total Business Practice Issues Identified 334  

Examination Withdrawn (licence lapsed or unsponsored) – Agent Red-
Flagged 

10 14 

Examination Suspended – Licence Surrendered 3 5 
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Closing Letter:  No Insurance Act Contraventions or Business Practice 
Issues 

21 30 

Closing Letter:  Business Practice Issues Identified 19 27 

Closing Letter:  Warning for Insurance Act Contraventions; Business 
Practice Issues Identified 

7 10 

Closing Letter:  Insurance Act Contraventions Referred to RDO; Business 
Practice Issues Identified 

10 14 

FSRA identified 105 contraventions of the Insurance Act resulting in formal regulatory 
findings against 20 life agents (29%). Of the 240 life agent client files examined, FSRA 
identified 334 instances of industry best practices not being followed by 39 life agents 
(56%). These outcomes suggest that life agents need to improve their overall business 
practices, and that the insurers who are obligated to monitor the intermediaries authorized 
to sell their products12 need to review their life agent compliance programs. Since industry 
best practices help demonstrate that a policy sale or change is both suitable and in the best 
interests of the consumer, FSRA intends to consult with the industry on integrating best 
practices enforcement into the Supervision Framework in support of fair treatment of 
customers. 

The examinations carried out under the Framework have contributed to public confidence, 
promoted transparency and disclosure of information, deterred deceptive or fraudulent 
conduct, practices, and activities. These activities promoted and reinforced FSRA’s 
statutory objects and align with ongoing FSRA oversight initiatives in the life and health 
insurance sector by: 

• promoting consumer protection and FTC Guidance  
• promoting life agent regulatory compliance and industry best practices 
• informing thematic examinations of life agents 

 
 

12 Insurance Act, R.S.O. 1990 O. Reg. 347/04(12) 

https://www.ontario.ca/laws/regulation/040347
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• informing licensing suitability, policy initiatives, and enforcement actions   
• informing oversight initiatives of life insurance companies and managing general 

agencies 
• demonstrating FSRA's regulatory effectiveness 
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Appendix “A”:  Six-step pilot program examination 
process 
 

 

 

 

 

 

 

Step 1:  Notice of examination and questionnaire 
 
• A Notice of Examination and Life and Health Insurance Agent Market Conduct 

Questionnaire (“Questionnaire”) was emailed to the life agent stating the 
examination process and FSRA’s Delegations of Authority under Sections 443 and 
442.3 of the Insurance Act. 

 
• The Questionnaire included an attestation and the requirement to provide FSRA with 

supporting continuing education and errors and omissions insurance documents 
within 10 business days  

Step 2:  Review questionnaire 

• Assessed potential licensing and suitability risk based on Questionnaire responses 
(e.g. continuing education, errors and omissions insurance, outside business 
activities, other professional licences or designations, regulatory complaints or 
proceedings in any jurisdiction, civil or criminal proceedings, bankruptcy or 
consumer proposal, commission charge-back debt, etc.) 
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• Assessed distribution channels (e.g. contracts with insurance companies, managing 
general agencies, securities firms, and captive versus independent or national 
account status, etc.) 

 
• Assessed book of business (e.g. types of life and wealth products sold and currently 

under management by estimated percentage, total value of wealth assets under 
management, number of sales in the previous two years by product type, etc.) 

 
• Confirmed compliance processes are in place for FINTRAC and privacy legislation. 

Step 3:  Request for client files  

• A Request for Documentation was emailed to the life agent stating FSRA’s 
Delegation of Authority under Sections 442.3 of the Insurance Act. 

 
• Instructions to provide electronic copies of 5 to 10 client files (by product type and 

year of sale, as determined by FSRA upon review of the Questionnaire) through 
FSRA’s secure file transfer system within 10 business days. 

 
• Instructions to provide further supporting documentation, if required. 

Step 4:  Review client files  

• Reviewed for compliance with the Insurance Act (e.g. disclosure of insurers 
represented, disclosure or negative confirmation of conflict of interest, presence of 
Life Insurance Replacement Declaration forms, etc.) 

 
• Reviewed for compliance with industry best practices (e.g. disclosure of how life 

agent is compensated, life insurance needs analysis, life insurance policy 
illustrations, financial needs analysis, financial risk assessment, “reason why” letter, 
contemporaneous notes, etc.) 

 
• Reviewed product sale suitability in view of the Insurance Act, industry best 

practices, and FTC Guidance. 
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Step 5:  Life agent interview 

• life agent interview conducted to ensure fairness, transparency, and due process 
 
• opportunity to identify and provide further supporting documentation, if required 

Step 6:  Closing letter 
 
Upon completion of the examination, a closing letter was emailed to the life agent 
confirming one of the following six examination outcomes: 

1. no contraventions of the Insurance Act, its regulations, or FTC Guidance 
 

2. no contraventions of the Insurance Act, or its regulations, but contraventions of 
business practices not enforceable by FSRA 
 

3. contraventions of the Insurance Act, or its regulations, resulting in a formal Letter of 
Warning 
 

4. contraventions of the Insurance Act, or its regulations, resulting in a formal Letter of 
Warning and identifying contraventions of business practices not enforceable by 
FSRA 
 

5. contraventions of the Insurance Act, or its regulations, resulting in escalation to the 
Legal and Enforcement Unit or a Regulatory Discipline Officer for potential 
enforcement action 
 

6. contraventions of the Insurance Act, or its regulations, resulting in escalation to the 
Legal and Enforcement Unit or a Regulatory Discipline Officer for potential 
enforcement action and identifying contraventions of business practices not 
enforceable by FSRA 
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Appendix “B”:  Pilot program Life and Health 
Insurance Agent Market Conduct Questionnaire 
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Appendix “C”:  Pilot program one examination 
summary 

Pilot program one examination pool 

Total LARF cases received by FSRA from June 8, 2019 to December 31, 2020 100 

Total LARF cases excluded from examination pool 52 

• LARF cases before Regulatory Discipline Officer (RDO) 4 

• LARF cases before Legal and Enforcement 33 

• Agent licence expired prior to December 31, 2020 13 

• Unlicensed individual 1 

• New licence (not sponsored by insurer, no sales) 1 

Total LARF cases included in examination pool 48 

• Agents with multiple LARF cases 2 

Total LARF agents included in examination pool 45 

Agent client files examined 

Total Agent Files Examined 153 
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• Life Insurance 108 

• Disability and Critical Illness 5 

• Group Insurance 10 

• Segregated Funds 30 

Total Insurance Act Contraventions Identified 44 

• Continuing Education (CE) Credits 5 

• Misrepresentation of CE Credits to FSRA 5 

• Errors and Omissions (E&O) Insurance 1 

• Misrepresentation of E&O Insurance to FSRA 0 

• Life Insurance Replacement Declaration (LIRD) 3 

• Agent Disclosure (Relationship with Insurers) 14 

• Agent Disclosure (Conflict of Interest) 13 

• Misrepresentation to Client 0 

• Agent Unresponsive 3 
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Total Business Practice Issues Identified 218 

• Financial Needs Analysis (Wealth)  15 

• Insurance Needs Analysis 59 

• Risk Assessment (Wealth)  10 

• Agent Disclosure (Compensation)  31 

• Policy Illustrations  16 

• Reason Why Letter  30 

• Contemporaneous Notes  48 

• Pre-signed Forms  0 

• FINTRAC  8 

• PIPEDA 1 

Agent examination dispositions 

Examination Withdrawn 7 

• Agent licence expired after Notice of Examination served 2 
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• Agent not sponsored by an insurer and have no sales or client files  3 

• LARF escalated to RDO after Notice of Examination served 1 

• Agent deceased after Notice of Examination served  1 

Examination Suspended – Licence Surrendered 2 

Agent licence voluntarily surrendered and accepted without conditions  1 

Agent licence voluntarily surrendered and accepted with conditions (lifetime 
surrender)  

1 

Closing Letter:  No Insurance Act Contraventions or Business Practice 
Issues 

12 

Closing Letter:  Business Practice Issues Identified 14 

Total Business Practice Issues Identified 107 

• Financial Needs Analysis (Wealth)  15 

• Insurance Needs Analysis 36 

• Risk Assessment (Wealth)  0 

• Agent Disclosure (Compensation)  10 
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• Policy Illustrations  3 

• Reason Why Letter  7 

• Contemporaneous Notes  33 

• Pre-signed Forms  0 

• FINTRAC  3 

• PIPEDA  0 

Closing Letter:  Warning for Insurance Act Contraventions; Business 
Practice Issues Identified 

5 

Total Insurance Act Contraventions Identified 26 

• Continuing Education (CE) Credits  0 

• Misrepresentation of CE Credits to FSRA 0 

• Errors and Omissions (E&O) Insurance 0 

• Misrepresentation of E&O Insurance to FSRA 0 

• Life Insurance Replacement Declaration (LIRD)  1 
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• Agent Disclosure (Relationship with Insurers) 13 

• Agent Disclosure (Conflict of Interest) 12 

• Misrepresentation to Client 0 

• Agent Unresponsive 0 

Total Business Practices Issues Identified  59 

• Financial Needs Analysis (Wealth)  0 

• Insurance Needs Analysis 13 

• Risk Assessment (Wealth)  5 

• Agent Disclosure (Compensation)  13 

• Policy Illustrations  7 

• Reason Why Letter  11 

• Contemporaneous Notes  6 

• Pre-signed Forms  0 

• FINTRAC  3 
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• PIPEDA 1 

Closing Letter:  Insurance Act Contraventions Referred to RDO; Business 
Practice Issues Identified 

5 

Total Insurance Act Contraventions Identified 15 

• Continuing Education (CE) Credits  5 

• Misrepresentation of CE Credits to FSRA 5 

• Errors and Omissions (E&O) Insurance 1 

• Misrepresentation of E&O Insurance to FSRA 0 

• Life Insurance Replacement Declaration (LIRD)  2 

• Agent Disclosure (Relationship with Insurers) 1 

• Agent Disclosure (Conflict of Interest) 1 

• Misrepresentation to Client 0 

• Agent Unresponsive 0 

Total Business Practice Issues Identified  52 
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• Financial Needs Analysis (Wealth)  0 

• Insurance Needs Analysis 10 

• Risk Assessment (Wealth)  5 

• Agent Disclosure (Compensation)  8 

• Policy Illustrations  6 

• Reason Why Letter  12 

• Contemporaneous Notes  9 

• Pre-signed Forms  0 

• FINTRAC  2 

• PIPEDA 0 

RDO Dispositions as of February 1, 2022 5 

• Under Review 3 

• Letter of Warning 1 

• Voluntary Surrender 1 
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Appendix “D”:  Pilot program two examination 
summary 

Pilot program two examination pool 

Total agents who received a letter of warning from consumer complaint 
June 8, 2019 to May 15, 2021 

17 

Total LARF cases received by FSRA from January 1, 2021 to May 15, 2021 19 

Total LARF cases excluded from examination pool 11 

• LARF cases before Regulatory Discipline Officer (RDO) 0 

• LARF cases before Legal and Enforcement 11 

Total LARF cases included in examination pool 8 

Total LARF agents included in examination pool 25 

Agent client files examined 

Total Agent Files Examined 87 

• Life Insurance 67 

• Disability and Critical Illness 0 
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• Group Insurance 0 

• Segregated Funds 20 

Total Insurance Act Contraventions Identified 61 

• Continuing Education (CE) Credits 4 

• Misrepresentation of CE Credits to FSRA 2 

• Errors and Omissions (E&O) Insurance 0 

• Misrepresentation of E&O Insurance to FSRA 0 

• Life Insurance Replacement Declaration (LIRD) 0 

• Agent Disclosure (Relationship with Insurers) 30 

• Agent Disclosure (Conflict of Interest) 25 

• Misrepresentation to Client 0 

• Agent Unresponsive 0 

Total Business Practice Issues Identified 116 

• Financial Needs Analysis (Wealth)  10 
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• Insurance Needs Analysis 24 

• Risk Assessment (Wealth)  3 

• Agent Disclosure (Compensation)  11 

• Policy Illustrations  11 

• Reason Why Letter  23 

• Contemporaneous Notes  31 

• Pre-signed Forms  0 

• FINTRAC  2 

• PIPEDA 1 

Agent examination dispositions 

Examination Withdrawn 3 

• Agent licence expired after Notice of Examination served 1 

• Agent not sponsored by an insurer and have no sales or client files  2 

Examination Suspended – Licence Surrendered 1 
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• Agent licence voluntarily surrendered and accepted without conditions  1 

Closing Letter:  No Insurance Act Contraventions or Business Practice 
Issues 

9 

Closing Letter:  Business Practice Issues Identified 5 

Total Business Practice Issues Identified 28 

• Financial Needs Analysis (Wealth)  0 

• Insurance Needs Analysis 10 

• Risk Assessment (Wealth)  0 

• Agent Disclosure (Compensation)  0 

• Policy Illustrations  5 

• Reason Why Letter  1 

• Contemporaneous Notes  11 

• Pre-signed Forms  0 

• FINTRAC  0 
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• PIPEDA  1 

Closing Letter:  Warning for Insurance Act Contraventions; Business 
Practice Issues Identified 

2 

Total Insurance Act Contraventions Identified 4 

• Continuing Education (CE) Credits  0 

• Misrepresentation of CE Credits to FSRA 0 

• Errors and Omissions (E&O) Insurance 0 

• Misrepresentation of E&O Insurance to FSRA 0 

• Life Insurance Replacement Declaration (LIRD)  0 

• Agent Disclosure (Relationship with Insurers) 4 

• Agent Disclosure (Conflict of Interest) 0 

• Misrepresentation to Client 0 

• Agent Unresponsive 0 

Total Business Practices Issues Identified  23 
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• Financial Needs Analysis (Wealth)  0 

• Insurance Needs Analysis 8 

• Risk Assessment (Wealth)  0 

• Agent Disclosure (Compensation)  0 

• Policy Illustrations  0 

• Reason Why Letter  8 

• Contemporaneous Notes  6 

• Pre-signed Forms  0 

• FINTRAC  1 

• PIPEDA 0 

Closing Letter:  Insurance Act Contraventions Referred to RDO; Business 
Practice Issues Identified 

5 

Total Insurance Act Contraventions Identified 46 

• Continuing Education (CE) Credits  3 
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• Misrepresentation of CE Credits to FSRA 2 

• Errors and Omissions (E&O) Insurance 0 

• Misrepresentation of E&O Insurance to FSRA 0 

• Life Insurance Replacement Declaration (LIRD)  0 

• Agent Disclosure (Relationship with Insurers) 21 

• Agent Disclosure (Conflict of Interest) 20 

• Misrepresentation to Client 0 

• Agent Unresponsive 0 

Total Business Practice Issues Identified  65 

• Financial Needs Analysis (Wealth)  10 

• Insurance Needs Analysis 6 

• Risk Assessment (Wealth)  3 

• Agent Disclosure (Compensation)  11 

• Policy Illustrations  6 
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• Reason Why Letter  14 

• Contemporaneous Notes  14 

• Pre-signed Forms  0 

• FINTRAC  1 

• PIPEDA 0 

RDO Dispositions as of February 1, 2022 0 

• Under Review 5 
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