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Renewals

Confirmed bachelorette and modern woman Karine Tourigny enjoys her little
house in the suburbs to the fullest and is proud of having bought it all by herself
three years ago. On hot days, she particularly enjoys the aboveground pool she
bought the previous year. As she lies floating on the inflatable mattress, she
remembers that when she was living with her parents a few years earlier, their
pool was seriously damaged by a tree that had been blown down by a violent

gust of wind. Concerned about whether or not her insurance contract covers such damage, she calls her damage
insurance representative, Jocelin Leboeuf. Imagine her surprise upon learning that since it was not declared on 
her contract, her insurer does not cover the pool. 

“How should I have known to tell you?” she asks him. “Since I bought it in May 2004, you’ve sent me two renewals—
one in June 2004 and the other in June of this year—without ever contacting me to review my file! Add it to the contract
right away and send me the additional premium,” she adds, visibly disappointed.
Before returning to the backyard, she makes a note in her date-book to remember to shop around at renewal 
time next May.

Food for Thought

A damage insurance representative is responsible for
making sure that the renewal terms he suggests to his
client meet the client’s needs. This means that he
must periodically review the client’s file—annually, 
if possible. One of the worst possible scenarios involves
a representative being unaware of a change in the
insured’s risk profile that has occurred over a year
beforehand. How would the insured react to finding
out that his loss is not covered because his file was 
not updated? Might he decide to sue the representative
and his employer?

Situation description

Legislation
Reference:

-Act respecting the distribution of financial products and services,
section 39. 

39. Damage insurance agents and brokers must, when
renewing an insurance policy, take the necessary steps 
to ensure that the coverage provided corresponds to 
the client’s needs. 

-Civil Code of Quebec, section 2405

2405. In non-marine insurance, changes to the contract made
by the parties are evidenced by riders attached to the
policy. 

Any rider stipulating a reduction of the insurer’s
liability or an increase in the insured’s  obligations,
other than and increased premium, has no effect unless
the policyholder consents to the change in writing. 

Where such a change is made upon renewal of the
contract, the insurer shall indicate it clearly to the
insured in a separate document  from the rider which
stipulates it. The change is presumed to be accepted by
the insured thirty days after receipt of the document.

A New Investigative Method

By Carole Chauvin, syndic
Contrary to our usual practice,
this article is not drawn from
an actual case that came before
the syndic. Our regular column
will be back in the next issue
of the ChAD Presse.

The role of the syndic is to investigate
whether or not the professional acts
performed by damage insurance agents
and brokers, claims adjusters and 
the employees for whom they are
responsible comply with the Act
respecting the distribution of financial
products and services, its regulations
and the applicable codes of ethics. 

Not all complaints undergo an
ethics investigation immediately.
Some are dealt with through a
“verification”, during which the
investigator establishes an initial
version of the facts from each of 
the parties involved and decides
whether or not it is relevant to
launch an investigation. 

In order to respect the syndic’s
mission, we have instituted a new
method for contacting members
under verification: the first contact
with a member will henceforth be 
by telephone. This is an important
change. Until now, a letter was
automatically sent to the member
when the syndic’s office received 
a complaint against him. We have
established this new procedure to
allow the investigator to quickly 
get to the heart of the matter and
make an initial assessment while
decreasing the time required to
process the complaint.

Don’t be surprised!
We are well aware that it is never
pleasant to find out that the syndic’s
office has received a complaint against
you. That is why, in the course of 
our work we do the utmost to respect
all the parties, including both the
complainant and the professional
against whom the complaint has
been filed.

So don’t be surprised if one day you
receive a call from an investigator 
at the syndic’s office. Remember: 
the investigator is simply looking to
establish the facts. Your cooperation
is therefore essential, as is that of 
all the parties, be they consumers 
or insurers, depending on the nature
of the complaint. 

If you need further information,
I’ll be in your neighbourhood
this fall.
For the past two years, I have 
been going out upon request to 
meet with members who would like
to hear a presentation demystifying
my role and mission and explaining
how my office deals with ethics
complaints. This fall I’m joining 
the ChAD tour, so please check 
the ChAD’s schedule of activities.
I’m hoping to see many of you 
in attendance at my presentation: 
we’ll have the opportunity to talk
and I will give concrete examples 
to help you better understand 
the concepts of “verification” and
“investigation” and the disciplinary
process as a whole.

Syndic’s office team
The investigator contacts all the
parties involved in the incident under
verification and/or investigation and
rigorously and objectively reconstructs
the facts. During each step of the
investigation, the highest standards
of confidentiality are maintained 
in order to protect the privacy of 
all the parties. 

The investigator submits his/her
report to me for decision. It is my
responsibility to decide whether or
not to present the formal complaint
to the discipline committee. But far
be it from me to take all the credit
for the quality of the verifications
and/or investigations our office
conducts. It is therefore my pleasure
to introduce you to the 2005 team 
at the syndic’s office.

• Luce Raymond, assistant to the syndic,
investigator and holder of a personal-
lines claims adjuster certificate

• Marie Bélanger, assistant investigator
and holder of a personal-lines insurance
agent certificate 

• Me Nadine Boucher, assistant
investigator

• Me Karine Lizotte, assistant investigator
and holder of a personal-lines damage
insurance broker certificate

• Marie Buchanan, department secretary

I cannot overlook the work of our
two external investigators, both of
whom hold a damage insurance
claims adjuster certificate:  

• Nicole Régimbald

• Pierre Godin

I sincerely believe that it is in the
best interests of both consumers 
and damage insurance professionals
to have investigations conducted 
by industry professionals: they know 
the industry best.

I am lucky to be able to count 
on such a team!




