2011

Public
Accountability
Statement
Building strong and
resilient communities

Table of Contents
CEO Message.............................................................3
About us.....................................................................4
Our framework...........................................................5
Our economic contribution........................................6
Customer...................................................................7
Workplace..................................................................8
Environment.............................................................10
Community..............................................................12
Our locations............................................................14

Scope
Intact Financial Corporation’s 2011 Public Accountability Statement was produced and filed as a
consolidated public accountability statement. It complements the Intact Financial Corporation Annual
Report and provides an overview of activities undertaken in support of customers, employees, community
members, suppliers and governments during the fiscal year January 1 to December 31, 2011. All dollar
amounts are expressed in Canadian currency.
This Public Accountability Statement includes the contributions of the following subsidiaries:
Belair Insurance Company Inc.
Intact Insurance Company
Novex Insurance Company
The Nordic Insurance Company of Canada
Trafalgar Insurance Company of Canada
Intact Investment Management Inc.
Equisure Financial Network Inc.
Grey Power Insurance Brokers Inc.
Canada Brokerlink Inc.
AXA Insurance Inc.
AXA Pacific Insurance Company
Intact Farm Insurance Inc.
AXA Insurance (Canada)
Anthony Insurance Incorporated

Donations
All requests for charitable donations can be submitted using the online application process at
www.intactfc.com under the In the Community section. The section also includes information about the
Intact Foundation, our partners and initiatives.
Comments regarding this document may be forwarded to:
Sylvia Gelissen
Social Responsibility Manager
Intact Financial Corporation
sylvia.gelissen@intact.net
1-800-663-9468 ext. 20102

CEO Message

Helping people when they need us most is what we stand for, it’s what we do. Through our insurance businesses, we help our customers get
back on track when an unforeseen event occurs. And we extend this commitment to the communities where we live and work as we strive
to build strong and resilient communities.
2011 marked another successful year for Intact and our stakeholders. We continued to fulfill our promise to provide customers with an
outstanding experience that goes beyond their expectation, brokers with high-quality products and services, employees with an engaging
workplace and shareholders with superior performance. We made good on these promises against a backdrop of a fragile global economy
and volatile financial markets.
During the year, we successfully pursued our efforts towards building a world-class home, auto and business insurance company as we
executed on our growth strategy with the acquisition of AXA Canada. This transaction provided us with the exceptional opportunity to
combine the talent of two top-performing insurers and the privilege to repatriate the control of AXA Canada’s activities into Canadian hands.
2011 was an eventful and demanding year – a year in which we mobilized the organization. We welcomed 2,000 new employees and
integrated the businesses while continuing to provide the same high level of service to brokers and customers that they have come to expect
from us. Throughout the process we strived to create a cohesive team with shared values.
The year was also one of the most devastating years as it relates to natural catastrophes and extreme weather with the Japan tsunami,
New Zealand earthquake, floods in Thailand and many more. Here at home, Canadians experienced the second costliest disaster in our
history with the Slave Lake wildfires and we had to contend with tropical and other severe storms. These events are a stark reminder that
our environment is vulnerable and that Canadians need to adapt to climate change. That’s why we educate customers on how they can
protect themselves. We have also been collaborating with other insurers to develop a tool that will allow municipalities to better assess their
vulnerabilities to climate change and plan for infrastructure investments as a result of climate change. We also continued our work with the
University of Waterloo on their Climate Change Adaptation Project, which will identify concrete adaptation solutions for Canada.
In 2011 we continued to support the communities where we live and work. We actively participated in United Way Campaigns across the
country, expanded the network of shelters and youth at risk programs that we back and encouraged our employees to get involved in the
community.
Our success over the past year is attributable to our people. Our team of 10,000 employees demonstrated their competencies, expertise and
resilience at a time of heightened activity. They were actively involved in making the integration a success while continuing
to provide high-quality service to our customers and brokers.
Three years ago when we became an independent and widely held Canadian company, we embarked on a new journey. While we are
pleased with our efforts to date, there is still more that we can do.

Charles Brindamour
Chief Executive Officer
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About us
We are Canada’s largest provider of home, auto and business insurance with #1 positions in
British Columbia, Alberta, Ontario, Quebec and Nova Scotia. More Canadians rely on us to
protect their homes, their cars and their businesses than any other insurance company.
Our 10,000 employees offer our insurance products and solutions to approximately five million
Canadians and businesses across the country.
We have a long and proud Canadian history. We trace our roots back more than 200 years with the
establishment of the Halifax Fire Insurance Association, which later became known as the Halifax
Insurance Company.
We offer our insurance protection to customers through four distinct brands:

Intact Insurance…insurance is about people

belairdirect…focus on what really matters

Intact Insurance is Canada’s largest home, auto and business

belairdirect has been providing Canadians who want to deal

insurance company. Its coast-to-coast presence, supported by a

with their insurance company directly with complete car and

network of 2,300 insurance brokerages with more than 4,500

home insurance solutions for the last 50 years. First, the

points of sale mean that Intact Insurance can provide the

company spoke with customers by phone. Next, they joined

outstanding service, comfort and

them on the web - offering online

continuity Canadians deserve.

insurance quotes, policies and policy

At Intact, insurance is not about

changes and claims tracking. Today,

things, it’s about people. It’s about

belairdirect chats with customers

getting customers back on track as

online. belairdirect’s goal is to let

quickly as possible after an accident

customers focus on what matters by

or unexpected event occurs.

providing them with comprehensive
products and first-class service.

BrokerLink…dedicated to local communities

Grey Power…recognizing the unsung heroes of the road

BrokerLink is one of the largest P&C insurance brokerages in

Good drivers are all around us and they do all the little things to

Canada with 200,000 customers and more than $500 million

help keep Canadian roads safe. They may go unnoticed to some,

in premiums. Dedicated to the communities where it operates,

but at Grey Power, they call drivers with years of experience and

BrokerLink has more than 50 offices in Ontario and Alberta.

good driving records, the unsung heroes of the road. Grey Power

Whether in-person, on the phone,

has been a leader in providing

or online, BrokerLink is committed

insurance to experienced drivers,

to delivering an exceptional customer

50 or older, since 1993. Grey Power

experience by offering the best value

believes their customers should enjoy

and the most appropriate coverage

best-in-class service and discounts for

possible for each customer.

their good driving records.
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Our framework
We have an established, integrated framework in place which outlines what we stand for,
why we’re here, how we run our business and where we want to go.
We are here to offer our customers an outstanding experience that

Code of Conduct

goes beyond their expectation, while being easy to deal with for

Our code of conduct, which details our highest ethical standards of

our brokers and providing them with the best service, underwriting

conduct, promotes our core values of integrity, respect, excellence,

expertise and technology. We will do that on a sustainable basis by

social responsibility and being customer-focused. These values

being customer-driven, investing in our people and ensuring we are

shape the way in which we conduct our business and are central to

the most profitable P&C company in markets where we operate.

our governance and compliance framework.

Our Values

In addition to the Code of Conduct, we adhere to the Insurance

We behave with integrity

Bureau of Canada’s Standards of Sound Marketplace Practice in

We respect each other

our dealings with consumers.

We are customer driven
We strive for excellence

Social Responsibility Statement

We are socially responsible

At Intact we respect the environment and its finite resources and
we believe in making the communities where we live and work

Our Objectives

safer, healthier and happier. We demonstrate this by being environ-

To provide our customers with among the highest levels of

mentally responsible in our operations, supporting our employees

satisfaction in the financial services industry

in their citizenship endeavours, encouraging climate change

To be recognized as one of Canada’s best employers by our people

adaptation and fostering vibrant and resilient communities for all

To outperform the industry in terms of profitability and growth

of our stakeholders.

Our Strategies

Environmental Statement

Focus on the customer

At Intact, we believe that respecting the environment is fundamen-

Excel at the fundamentals

tal to the well-being of the communities where we live and work.

Strengthen our distribution

We also believe that as Canada’s largest provider of home, auto and

Invest in our people

business insurance, we have an important role to play in helping
Canadians adapt to climate change and assisting communities in

Governance

preparing for long-lasting changes in weather patterns. We are

Good corporate governance and sound market practices underpin

committed to being environmentally responsible in our operations

all our behaviours and actions at all levels of the organization.

and encouraging the awareness and responsibility of our employees

Our Board of Directors oversee the company’s actions against

on environmental issues.

rigorous governance principles, structure and processes. They
review compliance activities that relate to our market conduct, our
ombudsman and privacy office and, finally, they provide oversight
on our customer, broker and regulator relationships. The Board
also monitors ongoing corporate governance developments and
best practices.

INTACT 2011 PUBLIC ACCOUNTABILITY STATEMENT

5

Our economic contribution
Insurance plays an essential role in creating and supporting economic prosperity – it has
been described as the “oxygen of the economy” – and for good reason. Insurance may be
an intangible, but it’s essential. Beyond protecting people and communities, insurance is an
essential part of helping our economies grow, thrive and progress as it allows for trade to
occur between consumers and businesses. Insurance provides the protection that we need
to build our economy and the security to be able to move forward as a society.

$

By serving approximately five million individuals and businesses, we
do not play a small part in the Canadian economy. In 2011, we directly
injected $4.4 billion into the economy through salaries and benefits,
commissions to brokerages on the sale of our products, providing claims
payouts, purchasing goods and services, paying taxes and contributing to
communities.

Intact Financial Corporation and its subsidiaries paid taxes to our federal and provincial governments. Taxes payable for the year 2011
include:

Income Taxes
($000 CAD)
Total Federal
Newfoundland
Prince Edward Island
Nova Scotia
New Brunswick
Quebec
Ontario
Manitoba
Saskatchewan
Alberta
British Columbia
Yukon
Northwest Territories
Nunavut
Total Provincial
Total

120,252
1,518
112
2,371
1,291
28,965
29,399
713
226
10,511
5,329
86
116
18
80,654
200,906

+

Capital Taxes

132
132
132

Premium and
Fire Taxes

+

2,887
343
7,638
2,970
67,240
84,931
2,727
550
32,517
19,271
141
368
33
221,616
221,616

=

2011

Total Taxes
2010

2009

120,252
4,405
455
10,140
4,261
96,205
114,329
3,440
776
43,028
24,600
227
484
51
302,402
422,653

78,954
61
459
8,543
1,953
50,528
89,517
2,943
132
32,338
11,969
127
348
37
198,956
277,910

68,262
54
417
7,880
2,016
45,739
83,543
2,900
133
30,755
12,077
135
348
34
186,031
254,293
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Customer
We are here to offer our customers an outstanding experience – one that goes beyond
their expectation – and our objective is to provide them with among the highest levels
of satisfaction in the financial services industry. Our customer value proposition focuses
on putting our customers at the centre of everything we do.

Making it easy to deal with us

We gauge how we’re doing and measure our performance by

It all starts with a customer’s preference on how they want to deal

soliciting feedback from customers and their brokers. The

with us. Customers can choose to rely on the advice of their broker

proportion of customers who were satisfied with our claims services

to access our products or to deal with us directly.

and chose to recommend us to friends and family has remained
stable during the year and we continue to be rated amongst the

In 2011, we continued to invest in modern, user-friendly techno-

best in North America.

logical features that make it easier for both brokers and customers
to do business with us. We also expanded our online offering by

When a customer is not satisfied with our service, we offer

deploying a web solution for customers who prefer to purchase

processes designed to attain a fair resolution in an efficient

insurance from an insurance broker and the convenience of buying

manner. In 2011, we resolved virtually all of our customers’

protection online.

concerns without regulator intervention.

Throughout the year, we continued to provide our customers with

2011 was a devastating year

products that are priced equitably and reflective of their unique

In 2011, the Canadian insurance industry paid approximately

characteristics.

$1.7 billion to cover the damages associated with catastrophes

A unique claims experience

including the Slave Lake wildfires, Tropical Storm Irene and a
number of other severe storms. In fact, the May 2011 Slave Lake

We are here to insure and protect the things that our customers

wildfires, which required 7,000 people to be evacuated, was the

care about: their car, their home and their business. We promise

second costliest disaster in Canada after the 1998 ice storm.

to deliver an outstanding claims experience that’s easy, fair and
respectful from start to finish.

The Slave Lake wildfires provided our people with the opportunity
to deliver on our customer promise. Within 24 hours we established

In 2011, we spent $3.1 billion to help close to 500,000 of our

three mobile centers where we settled claims, provided emergency

customers get back on track after an unforeseen event. We offered

funding, advice and guidance. And in less than two weeks, we

our customers the expertise of 3,000 highly-skilled claims profes-

helped over 1,000 families get back on track.

sionals, the ability to reach one of them 24/7 in case of emergency
and a vast network of highly qualified and preferred repair shops,
contractors and healthcare professionals who deliver superior
craftsmanship and attentive care.
INTACT 2011 PUBLIC ACCOUNTABILITY STATEMENT
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Workplace
In 2011, we welcomed more than 2,000 new employees, as we acquired AXA Canada and integrated
its people, service offerings and products into our organization.
It was a demanding year as our employees continued to provide customers with an outstanding
experience and brokers with high-quality service despite working relentlessly on the integration.
Throughout the process, our efforts were intensely focused on building one cohesive team with a
shared set of common values. To help our new employees get better acquainted with our culture,
values and processes, we developed an extensive communication and onboarding program.
Total Employees

Number of employees
Full-time
Alberta
British Columbia
Manitoba
New Brunswick
Nova Scotia
Newfoundland
Ontario
Quebec
Total

+

1,461
466
65
70
242
27
3,732
3,722

Part-time

=

55
47
5
15
1
150
153

2011

2010

2009

1,516
513
70
70
257
28
3,882
3,875
10,211

1,356
255
52
32
232
3,228
2,658
7,813

1,383
233
47
40
228
3,064
2,535
7,530

One of our objectives is to become one of the top employers in the country and our strategy is to invest in our people as we strive to
provide them with a workplace where they can contribute their very best day in and day out.
One of the major achievements in 2011 was the launch of our new performance management system. The new approach not only
measures the achievements of our employees but also how they went about attaining these achievements. At the center of these success
factors are our values of integrity, respect, customer orientation and excellence.

Our approach to talent management

We also encourage employees to take control of their health and

Leading organizations know that high performing talent helps

well-being. In addition to offering a flexible benefits plan, our

drive exceptional business performance. Our approach to talent

balance and healthy living employee networks conduct lunch and

management focuses on:

learns on several topics from stress management to nutrition. We

•

Ensuring that the right people are in the right jobs at the

also provide a fitness subsidy to support our employees’ active

right time

lifestyle.

•

Developing a deep bench for succession planning

•

Growing leaders who represent our values

Our approach to compensation
We provide a stable source of compensation and benefits to our
10,000 employees. In addition to a competitive base salary, our
employees receive an annual bonus based on their individual

We’re also sensitive to the changing needs and life stages of our
employees and provide them with flexible work arrangements to
help balance their personal and professional life. We also support
employees when things get tough by offering access to an immediate and confidential service to help resolve the concerns or challenges that they might be facing.

performance and the company’s financial results. They also
participate in a defined benefit pension plan and we offer many
of our employees the opportunity to enrol in our employee share
purchase plan.
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Training and development

Diversity Vision

In an effort to become an employer of choice, we foster a work

At Intact we behave with integrity and respect each other.

environment that is conducive to personal and professional

All of us are valued for who we are and for what makes each

growth. Our support for employees includes the opportunity to

of us unique. We are all encouraged to contribute to our full

develop customer service, management and insurance-specific

potential. In our drive for excellence our diversity provides us

skills through our own Intact Learning Centre. We also provide

with different perspectives and ideas to better understand and

financial assistance and reimburse for the cost of education and

serve our customers and brokers. It also allows us to attract and

memberships at accredited professional associations.

retain a top quality team that creates sustainability, profitability,
growth and a competitive advantage.

We recognize and reward our employees when they receive a
designation or complete another significant achievement with a
professional development bonus. In 2011, our education
expenses increased 9% year-over-year to $5.9 million. The
education and professional development that we provide helps
employees advance their career and achieve their full potential.

Recognition
We believe it’s important to recognize employee actions that
demonstrate our values of behaving with integrity, respecting
each other, being customer-driven, striving
for excellence and being socially responsible.
We recognize and reward both individuals
and teams who demonstrate our values with
“bravo” awards.

Diversity
Total:
Men
Women
Senior Management
Men
Women
Middle Management
Men
Women
Individual
Contributors
Men
Women

2011

2010

2009

34.8%
65.2%

34.1%
65.9%

33.8%
66.2%

65.6%
34.4%

67.0%
33.0%

66.0%
34.0%

42.0%
58.0%

42.0%
58.0%

41.9%
58.1%

33.3%
66.7%

32.4%
67.6%

32.1%
67.9%

2011
5.8%
5.9%
5.7%
10.4%
3.0%
0.6%

2010
6.8%
7.6%
6.5%
12.7%
3.3%
1.5%

2009
6.2%
6.0%
6.3%
11.2%
3.1%
0.9%

Diversity
At Intact, we embrace diversity and inclusion in our workplace.

Voluntary Turnover

We value the diversity of our people. In our drive to excel, the
diversity of our team provides us with different perspectives
and ideas to better understand and serve our customers and
brokers. Over the years, we have adopted a number of diversity
initiatives. These include the Celebration of
our Diversity Day, our diversity curriculum

Total:
Men
Women
< 35 years old
36-55 years old
> 55 years old

and employee networking groups.
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Environment
Adapting to changing weather patterns
As a provider of home, auto and business insurance, we see the
impact of climate change first hand every day. With rising temperatures, heavier precipitation, more frequent and severe storms
and weather patterns that are increasingly unpredictable, climate
change is a reality and a concern for us as it may impact the
availability and affordability of home insurance for Canadians.

We are collaborating with the University of Waterloo on their
Climate Change Adaptation Project, a major research initiative
which integrates the contribution of thought leaders, subject

That’s why, as an organization, our effort and energy is focused on

matter experts, influencers and supporters to identify concrete

climate change adaptation as we continue to advocate for initia-

adaptation solutions for Canada.

tives that help Canadians adapt to our new climate reality and
build strong and resilient communities.
Throughout the year, we continued to provide customers with
information on how to prevent water damage with our home
diagnostic tool and continued to offer rebates when our customers
adopt precautionary measures.
Throughout 2011, subject matter experts have been researching
and formulating concrete recommendations to help Canadians
adapt to the impact of climate change in six priority areas identified by a group of 80 distinguished Canadians that comprise the
project’s Adaptation Advisory Committee. The six priority areas
include agriculture, biodiversity, city infrastructure, First Nations,
freshwater resources and insurance.

Outside the Climate Change Adaptation Project, we are also
working with the Insurance Bureau of Canada to develop and
promote a tool that will allow municipalities to better assess their
vulnerabilities to climate change and plan for the investment in
infrastructure to help prevent water damage.
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Energy consumption
In 2011, our energy consumption associated with our offices rose 5.4% primarily following a 9.3% increase in office space resulting mainly
from our AXA Canada acquisition. The fuel consumption of our fleet increased by 4.5% due to a higher level of activity.
Our total CO2 equivalent emissions amounted to 14,390 metric tonnes, up 2.6%, reflecting the growth of our activities. However, the
intensity of our consumption decreased significantly when expressed on the basis of premiums, number of employees and office space.

Paper consumption
During the year, we launched a number of initiatives aimed at better understanding our paper consumption. Altogether we consumed
585 tonnes of paper largely related to internal and customer communications with respect to policy documents. In October 2011, we
adopted a policy which called for the usage of FSC-certified office paper sourced from mills with a strong environmental record.
In 2011, 55% of our total paper consumption was FSC-certified and approximately 40% was SFI-certified.
During the year we worked towards reducing our paper consumption. We now offer electronic fund transfers to customers who
submit claims, electronic monthly statements for customers who want to go paper-free and a new online tool which allows brokers to
access copies of their customers’ insurance documents in an electronic format. Internally, we also started a printer replacement program
aimed at reducing our energy and paper consumption.

Employee involvement
We encourage our employees to participate in environmentally-sustainable initiatives to help reduce their environmental footprint. Our
green teams encourage employees to take the green pledge, provide tips and strategies to help them live green, conserve resources, recycle
and reduce waste. We also developed a toolkit to guide employees who would like to start their very own green team and help inspire
colleagues to make sound environmental choices.

Total Energy Use
2011

2010

2009

68,872
42,055
12,693
14,124

65,446
41,142
10,782
13,522

67,493
42,713
12,296
12,484

14,390
5,715
7,478
1,197

14,025
5,203
7,751
1,071

15,385
5,300
9,221
864

2.59
1.65
7.77

2.88
1.82
8.34

3.40
2.08
9.36

585

--

--

Total Energy Consumption
(MWh)

Electricity
Natural Gas and Fuel Oil
Gasoline, Diesel and Ethanol
Total GHG Emissions
(tonnes of CO2 equivalent)		

Direct (Scope 1)
Indirect (Scope 2)
Other (Scope 3)
GHG Intensity
Per premiums
Per employees
Per square footage
Total Paper Consumption
(tonnes)
2011 data includes AXA Canada for the fourth quarter
Scope 1 and 2 GHG emissions included in the GHG intensity calculation
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Community
At Intact, we understand the importance of helping our customers when an unforeseen
event occurs – it’s what we stand for, it’s what we do. As an active member in the
communities where we live and work, we extend that thinking to helping make our
communities safer, healthier and happier.
Fostering safe and vibrant communities by addressing the needs of youth at risk
We believe that every youth has promise and potential including the 65,000 youth in Canada who do not have a place to call home. To
help alleviate youth homelessness, we continued to partner with Raising the Roof, Canada’s national charity focused on sourcing long-term
solutions to homelessness. Our employees actively helped local community agencies across Canada to raise money and awareness by
participating in Raising the Roof’s Toque Campaign. They raised sufficient funds to give hundreds of youth a true ‘hand up’ – whether it’s
providing transportation, packed lunches, an interview outfit, supportive housing or the opportunity to enroll in an apprenticeship program.
We have also been supporting Raising the Roof’s Youthworks initiative which focuses on breaking the cycle of youth homelessness by
promoting innovative employment, mentorship and skills training opportunities for homeless and at-risk youth across Canada.
In 2011, we also expanded our direct support to a number of shelters and youth at risk programs across the country. We support the
following organizations to name a few:

Shelters

Youth at risk programs

•

Covenant House

•

Education Through Media

•

L’Arrêt-Source inc.

•

The Impact Society for Children and Families in Turmoil

•

The Calgary John Howard Society

•

The Fort Whyte Foundation Inc.

•

YouthLink

•

Groupe communautaire L’Itinéraire

•

Eva’s Initiatives for Homeless Youth

•

L’ANCRE DES JEUNES

•

Auberge communautaire du Sud-Ouest

•

SKETCH Working Arts for Street-involved and

•

Welcome Hall Mission

Homeless Youth
•

Whitney Pier Youth club

We are a strong supporter of the United Way
campaigns across Canada and the agencies that
they support. These agencies are instrumental in
building strong, healthy and resilient communities. Over the course of a number of weeks, employees actively
participated in local campaigns from coast-to-coast and contributed
approximately $800,000 in donations to the campaign that we
enthusiastically matched to raise a record $1.6 million.

In 2011, we contributed nearly $2.8 million to
charitable organizations across the country
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Employee involvement

Examples of the non-profit organizations that our employees choose

At Intact, we encourage and support community participation

to support with their Team Volunteer Day include:

through our community and volunteer matching gift programs

•

Daily Bread Food Bank (Toronto)

which may provide up to $1,000 per employee to charitable

•

Mississauga Food Bank

organizations. In 2011, 700 employees requested matching

•

Moisson Montréal

donations for the charity of their choice.

•

Sudbury Food Bank

•

Le Centre de bénévolat de Saint-Hyacinthe

We also encourage our employees to volunteer as a team for the

•

Feed Nova Scotia

non-profit organization of their choice on company time. In 2011,

•

Foodshare Toronto

more than 100 teams participated in our Team Volunteer Day

•

Furniture Bank

program and spent close to 5,000 hours helping non-profit

•

The Woodgreen Foundation

organizations deliver their services.

•

Evergreen BC

•

Reforest London

•

Environmental Earth Angels

Sponsorships
We complement our approach to community giving through sponsorships. We use sponsorships to support organizations and causes
that we feel passionate about but also to increase our brand awareness.
We have a longstanding relationship with Speed Skating Canada where we sponsor Canada’s national speed skating teams and help
local speed skating clubs develop the next generation of Olympians. Our Podium Tracker ensures that young, aspiring speed skaters
celebrate in Canada’s Speed Skating victories as donations are awarded to local speed skating clubs when a member of the national
team receives a podium finish at any World Cup or World Championship race.
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Our locations
Our strong commitment to being customer-driven, including making it easier for customers
and brokers to deal with us, means being accessible and having a local presence. In 2011,
we expanded our wide network of regional offices and call centres across the country.
In 2011, our branches and other facilities included 106 locations.
Our main offices are located in the following cities:
Intact Financial Corporation
Toronto 700 University Avenue, Toronto, ON M5G 0A1

Intact Insurance
Calgary 1200 - 321 6th Ave. S.W., Calgary, AB T2P 4W7
Durham 8 - 59 Westney Rd. South, Ajax, ON L1S 2C9
Edmonton 700 - 10830 Jasper Ave., Edmonton, AB T5J 2B3
Halifax 100 - 5657 Spring Garden Rd., Halifax, NS B3J 4A5
Kelowna 1708 Dolphin Avenue, Suite 605, Kelowna, BC V1Y 9S4
London 255 Queens Ave., 8th floor, London, ON N6A 5R8
Mississauga 500 - 6733 Mississauga Rd., Mississauga, ON L5N 6J5
Moncton 869 Main St., Moncton, NB E1C 1G5
Montreal 1611 Crémazie Blvd. East, Montreal, QC H2M 2R9
Montreal 2020 University Street Suite 700, Montreal, QC H3A 2A5
Ottawa 300 - 1400 St. Laurent Blvd., Ottawa, ON K1K 4H4
Quebec City 400 - 1305 Lebourgneuf Blvd., Quebec, QC G2K 2E4
Saint-Hyacinthe 2450 Girouard St. West, Saint-Hyacinthe, QC J2S 3B3
Saint John 1 Germain Street, suite 1400, Saint John, NB, E2L 4V1
Thunder Bay 207 - 1205 Amber Dr., Thunder Bay, ON P7B 6M4
Toronto 1600 - 700 University Ave., Toronto, ON M5G 0A1
Vancouver 999 West Hastings Str, Vancouver, BC V6C 2W2
Victoria 246 - 2401C Millstream Rd., Victoria, BC V9B 3R5
Winnipeg 805 - 386 Broadway Ave., Winnipeg, MB R3C 3R6

belairdirect
Anjou 300 - 7101 Jean-Talon St. East, Anjou, QC H1M 3T6
Ottawa 200 - 1111 Prince of WalesDr., Ottawa, ON K2C 3T2
Quebec City 500 - 5400 Des Galeries Blvd., Quebec, QC G2K 2B4
Toronto 1100 - 700 University Ave., Toronto, ON M5G 0A1

Grey Power
Toronto 105 - 600 Gordon Baker Rd., Toronto, ON M2H 3P8

BrokerLink
Calgary 200 - 1400 1st St. S.W., Calgary, AB T2R 0V8
Toronto 700 - 48 Yonge St., Toronto, ON M5E 1G6
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Forward-looking statements
This report contains certain forward-looking statements within the meaning of securities laws, including applicable Canadian securities
legislation. These forward-looking statements include, among others, statements with respect to our beliefs and intentions, our vision,
our strategic goals and priorities, including our environmental actions.
We caution readers not to place undue reliance on these statements, as a number of risk factors could cause our results and intentions to
differ materially from the expectations expressed in this report. These factors — many of which are beyond our control and the effects of
which can be difficult to predict – encompass credit, market, operational, and liquidity and funding risks. Other factors include general
business, economic and financial market conditions in Canada and abroad. Our ability to successfully execute on our strategic goals and
priorities could cause our actual results to differ materially from the expectations expressed in this report. Additional information about
these and other factors can be found in our 2011 MD & A.

Trademarks
®Intact Small Straight Lines Design, Intact Design, Intact Insurance Design, Grey Power & Tag Design, Climate Change Adaptation
Project & Design are registered trademarks of Intact Financial Corporation.
®belairdirect. Design and Petit Chevalier Dessin are registered trademarks of Belair Insurance Company Inc. used under license.
™Brokerlink & Design is a trademark of Canada Brokerlink Inc. used under license.
All other trademarks are properties of their respective owners.
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Intact Financial Corporation
700 University Ave.
Toronto, Ontario
M5G 0A1
www.intactfc.com

Living our values
We behave with integrity
INTEGRITY

We demonstrate the highest ethical standards of personal conduct. We behave with
honesty, integrity, openness and fairness when dealing with each other, customers, partners
and governments.

We respect each other
RESPECT

We value the diversity of our people and their dreams. We foster an environment conducive
to personal growth, development and new opportunities. We recognize and value the
contribution that each of us and our teams are making to our success.

We are customer driven
CUSTOMER
DRIVEN

We listen to customers, understand their needs, offer the best solutions and deliver on our
promises. We make it easy for customers to deal with us. We go beyond expectations and
always deliver an outstanding experience.

We strive for excellence
EXCELLENCE

We are disciplined in our approaches and our actions, which is why we excel in all aspects
of our business. We embrace change and the opportunities it creates, encourage innovative
thinking and always seek to improve. We value and reward high performance and success.
We provide high value to our shareholders.

We are socially responsible
SOCIALLY
RESPONSIBLE

We respect the environment and its finite resources. We believe in making the communities
where we live and work safer, healthier and happier. We encourage the involvement and
citizenship of all our employees.

INTACT 2011 PUBLIC ACCOUNTABILITY STATEMENT

