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intact Financial corporation’s 2013 Public Accountability Statement was produced and fi led 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 and governments during the fi scal 
year January 1 to December 31, 2013. 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 Pacifi c insurance company*
intact Farm insurance inc.
AXA insurance (canada)*
Anthony insurance incorporated
Jevco insurance company

*companies dissolved or merged with intact companies at the end of 2013 - beginning of 2014.

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
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insurance is not about things. insurance 

is about people. last year, this belief was 

brought home by the storms and fl ooding 

in toronto and Alberta and the tragic train 

derailment in lac-mégantic. the impact 

of these events was profound; at the same 

time the response to these events was 

inspiring. Across canada and throughout 

our company, we saw people coming 

together in times of need.

at Intact our people worked tirelessly to 

support their colleagues, to reach out to 

communities and to help our customers 

remain resilient. I was proud of the speed 

of our response and, more importantly, the 

compassion of our people during diffi cult 

times for thousands of our customers. 

the extraordinary events of 2013 also gave 

a new meaning to our purpose of bringing 

resiliency and prosperity to the lives of our 

customers and society in the face of ongoing 

climate change. 

last year we also spent considerable energy 

and effort giving back to the communities  

around us. We ensured that our social 

responsibility endeavors were well aligned 

with our core value of being socially 

responsible, which includes making the 

communities where we live and work safer, 

healthier and happier. that meant focusing 

primarily on climate change adaptation 

and improving the lives of at-risk youth. 

our ongoing partnership with the university 

of Waterloo to help canadians better adapt 

to climate change  continues to progress 

through our support to implementing 20 

climate change adaptation projects across 

the country that will reduce the physical, 

fi nancial and human impacts of extreme 

weather events and help communities 

adapt to climate change.

In addition to encouraging our customers 

to adapt to climate change, we’ve continued 

our efforts to reduce the intensity of our 

carbon emissions. through various initia-

tives we successfully reduced our intensity  

by almost 10% and we continue to look 

at ways where we can further reduce our 

impact on the environment. 

as a national partner of raising the roof’s 

toque campaign and their youthworks 

private Sector engagement Initiative, as well 

as through fi nancial support to local organi-

zations we were able to further improve the 

lives of marginalised youth in the communi-

ties where we live and work. Furthermore, 

our annual united Way campaign garnered 

an unprecedented $1.9 million last year 

through employee donations and our 

Foundation’s corporate match.

our substantial efforts devoted to improving 

our society’s well-being since becoming a 

widely-held and independent canadian 

company fi ve years ago were widely 

recognized in 2013. We ranked 18 on the 

best 50 corporate citizens in canada list of 

corporate Knights, a toronto-based media 

and investment advisory company, and 

more recently we were named one of the 

100 most sustainable corporations in 

the world by the same organisation.

We also reached a leadership position for 

the quality of our climate change reporting 

by the cDp, the world’s only global environ-

mental disclosure system. and the Globe 

& mail ranked us in 6th position among 

canadian corporations for the quality of 

our corporate governance.  

as we continue our journey to become 

one of the country’s most respected and 

successful companies, we’ll remain focused 

on our goal of being a company where our 

people are engaged and our customers 

are our advocates. by living our values of 

integrity, respect, customer-driven, excel-

lence and social responsibility, I know we’ll 

continue to do amazing work. 

Charles Brindamour

chief executive offi cer
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the passion of our people

Charles Brindamour
chief executive offi cer
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patricia Sagl, manager, business Development
(left), shown with brokers emilio mcIntyre and
natalie Haller of lmS prolink.
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We have a long and proud canadian history. 
We trace our roots back to 1809 when a 
group of business people formed the Halifax 
Fire Insurance association - later to become 
Halifax Insurance company - making us one 
of the country’s oldest, continuous com-
panies. In the 1950s the Halifax Insurance 
company was purchased by nationale- 
nederlanden, one of the largest Dutch  
insurance companies at the time. operating 
as InG canada in most of the 1990s and 
2000s, we became the largest provider of 
property and casualty insurance. today,  
Intact Financial corporation is an indepen- 
dent and widely held canadian organization 
that is continuing its journey to be one of 
canada’s most respected and successful 
companies.

Our recent history

2009: 

on February 19, we became an independent 
canadian company when investors acquired 
the ownership position of our organization 
from InG Group. We officially became Intact 
Financial corporation later that spring. We 
committed to living our five core values – 
to behave with integrity, to respect each 
other, to be customer-driven, to strive for 
excellence and to be socially responsible - 
that year.

2011: 

In may, we announced the acquisition of 
aXa canada Inc. this strengthened our 
offerings, notably in business insurance, 
improved our capabilities to support insu-
rance brokers, reinforced our competencies 
in risk selection, expanded our distribution 
platform and deepened the quality of our 
management team. During this time, we 
welcomed more than 2,000 new colleagues 
to the Intact family.

2012:

We announced the acquisition of Jevco  
Insurance company, which allowed us to 
expand our service to brokers through  
the opportunity to offer their clients  
complementary specialized products  
such as recreational vehicle insurance and 
specialty lines products to businesses.  
the Intact family grew by more than 500 
people as a result of this acquisition. 

2013: 

canadians were stunned as unprecedented 
weather events and catastrophes hit many 
canadian communities. We were there to 
help our customers get back to normal as 
we offered exceptional customer service 
through it all. We also announced the upco-
ming launch of our telematics initiative that 
allows drivers to save up to 25% on their 
auto insurance premiums based on their 
driving behaviours.

Intact ranked 18 on the best 50 corporate 
citizens in canada by corporate Knights 
and achieved a leadership position among 
canadian publicly listed companies for the 
quality of our climate change reporting by 
the cDp, the world’s only global environ-
mental disclosure system. the Globe and 
mail also ranked us among the top positions 
among canadian corporations for the  
quality of our corporate governance.

What we offer

With our comprehensive and broad range  
of car, home and business insurance  
products, we offer customers protection  
that is tailored to meet their unique needs. 
We also offer customers the choice to 
acquire our products through insurance 
brokers or deal with us directly.
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Who we are 

We are canada’s largest provider of home, auto 
and business insurance protecting more than five 
million individuals and businesses. more people 
count on us for peace of mind than any other  
insurance company in canada.



Intact Insurance

Intact Insurance is canada’s largest home, 
auto and business insurance company, chosen 
by more than four million customers. the 
company focuses on what matters most to 
customers – getting them back on track as 
quickly as possible after an unexpected 

event. Its coast-to-coast presence and strong 
relationships with more than 2,000 insurance 
brokerages mean the company can provide 
the outstanding service, comfort and conti-
nuity customers deserve.
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belairdirect

For nearly 60 years now, belairdirect has 
been devising comprehensive and innova-
tive home and auto insurance solutions to 
meet the specific needs of canadians. today, 
belairdirect has even more to offer: persona-
lized services provided any time, with 

insurance quotes available online, by mobile 
phone, electronic tablet or telephone, and 
even in person at their local branches.

BrokerLink

brokerlink is one of the largest p&c  
insurance brokerages in canada. brokerlink 
delivers an excellent customer experience 
on the phone, online or in person and makes 
it easy for customers to connect by offering 
extended calling hours, online chat and  
friendly, in-branch local service.  

brokerlink insurance advisors are ready 
to serve and they use feedback from their 
customer surveys to build an even better 
service experience. brokerlink is dedicated 
to providing the right advice, recommending 
the most appropriate coverage and finding 
the best value for each customer.

Grey Power

Grey power rewards experienced drivers with 
great value for their money and provides a 
service tailored to canadians 50 or over. Grey 
power is highly customer driven and believes 
in providing friendly, expert advice both 
online and by phone.

Jevco

Jevco Insurance company offers non-stan-
dard personal automobile solutions in on-
tario. Working with independent insurance 
brokers, Jevco offers tailored solutions for 
customers who have unique auto insurance 
needs.
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We have an established framework in place that 
outlines why we’re here, what we value, where we 
are going and how we will get there.

Our purpose

We are here to help people, businesses 
and society prosper in good times and be 
resilient in bad times. being there in good 
times means providing the confidence, 
security and freedom to prosper, grow and 
progress. being there in bad times means 
helping people and communities after an 
unforeseen event occurs. Since insurance 
is about people, we are committed to  
providing an experience that is second  
to none.

Our values

our values of behaving with integrity, 
respecting each other, being cus-
tomer-driven, striving for excellence and 
being socially responsible are at the heart 
of our commitment to our employees, bro-
kers, customers and communities where 
we live and work. these values define who 
we are as a company, how we behave and 
will guide us as we continue our journey to 
become one of canada’s most respected 
and successful companies. 

Our objectives

We will achieve our vision by providing  
our customers with the highest level of  
satisfaction in the financial services 
industry, becoming one of canada’s best 
employers and outperforming the industry  
in terms of profitability and growth.

Our strategies

We sustain our success by being customer 
driven, investing in our people, strengthe-
ning our distribution channels, excelling 
on our fundamentals and ensuring we 
are the most profitable p&c company in 
markets where we operate.

Framework

Joseph perfetto, an associate in belairdirect’s
fast-paced call centre, is known for providing excellent 
customer service. one of Joseph’s talents is the ability 
to turn a negative customer experience into a positive 
one. by listening to the customer’s needs, Joseph 
consistently tries to help customers understand their 
coverage and get the right product for their needs.

Why we are here

We are here to help people, 
businesses and society 
prosper in good times and be 
resilient in bad times.

What we believe

Insurance is not about things. 
Insurance is about people. 

How we will do this

We will strive to provide an 
experience to customers 
that will be second to none. 

What we want to achieve

We will earn the right to be one of 
canada’s most respected and successful 
companies. a company where we are 
true to our values, where  our people are 
engaged because they know their work 
matters, and where our customers are 
our advocates because they know what 
matters to them matters to us.



Our approach to governance

Good corporate governance and sound market 
practices underpin all our behaviours and  
actions at all levels of the organization. our 
board of Directors oversees the company’s 
actions regarding 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 company also monitors ongoing corporate 
governance developments and best practices. 
as a result, the board has created in 2013 a  
new risk management committee which is 
responsible for the review of the company’s  
risk profile and performance relative to its  
risk appetite. 

Our Code of Conduct

our code of conduct, which details our highest 
ethical standards of conduct, promotes our core 
values of integrity, respect, excellence, social 
responsibility and being customer-driven. these 
values shape the way in which we conduct our 
business and are central to our governance and 
compliance framework. In addition to the code 
of conduct, we adhere to the Insurance bureau 
of canada’s Standards of Sound marketplace 
practice in our dealings with consumers.

Our Social Responsibility Statement

at Intact, we respect the environment and its 
finite resources and we believe in making the 
communities where we live and work safer, 
healthier and happier. We demonstrate this 
by being environmentally responsible in our 
operations, supporting our employees in their 
citizenship endeavours, encouraging climate 
change adaptation and fostering vibrant and 
resilient communities for all of our stakeholders.

Our Environmental Statement

at Intact, we believe that respecting the envi-
ronment is fundamental to the well-being of 
the communities where we live and work. We 
also believe that as canada’s largest provider 
of home, auto and business insurance, we have 
an important role to play in helping canadians 
adapt to climate change and assisting commu-
nities in preparing for long-lasting changes in 
weather patterns. We are committed to being 
environmentally responsible in our operations 
and encouraging the awareness and responsibi-
lity of our employees on environmental issues.
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What dOES SuCCESS lOOk likE
our goals are necessary elements of our vision. they provide the means to achieve our purpose. We will achieve them by being customer driven, 
investing in our people and ensuring we are the most profitable p&c company in markets where we operate. 

Our future Our objectives Our strategies

our customers are our advocates
top customer satisfaction  

in financial services
Focus on the customer

our people are engaged one of canada's best employers Invest in people

We will be one of the  
most respected and successful  

companies in canada

beat industry roe by 5 pts
operating income per share 

up 10% yearly

excel on the fundamentals
Strengthen distribution
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our customers depend on us to create products 
that meet their needs, to provide the service they 
deserve and to make them aware of the steps they 
can take to protect their homes, cars and business. 
We keep our commitment not just by working for 
our customers, but by working with them.

customers

2013 was a record year for catastrophe 
events with unprecedented devastation 
caused by the train derailment in lac- 
mégantic, floods in Southern alberta and 
storms in the Greater toronto area. aside 
from the emotional toll, these events also 
caused $3.2 billion of insured damages, 
making 2013 the fifth year in a row in which 
industry losses exceeded $1 billion. With 
the record damages came a record number 
of claims, and it is with tireless dedication 
and compassion that our employees  
mobilized coast-to-coast to help our  
customers. In the immediate aftermath 
of the floods, we maintained our industry 
leading service levels despite the high  
volume of calls. together with our  
customers we rebuilt, leveraging our  

rely network of repair shops and contrac-
tors, and continue to work to protect  
them through loss prevention education 
and discounts. 

unparalleled Claims Experience

With over 3,000 claims professionals, we 
have the scale and expertise to handle 
virtually all our claims in-house, providing 
a seamless high-quality experience. our 
customer care telephony platform connects 
35 sites and 12,000 phones coast-to-coast 
and we are there to answer their calls  
within seconds. It sends every call to the 
best location, selecting the agent with the 
right skills to help deliver industry leading 
service 24/7. 

the robustness and dependability of our 
claims promise is most evident during a  
catastrophe event.  During the calgary 
floods last summer, when even our own 
calgary office was inaccessible, we were 
able to handle the 17,000 calls in the  
immediate aftermath with a surprisingly 
low 1% abandon rate. Within 12 hours of 
the event, we had set up a catastrophe  
response center and had mobilized over 
600 adjusters from across the country  
within one week, putting boots on the 
ground to get families and businesses  
back on track as soon as possible. In fact, 
over 95% of property assessments were 
completed within three weeks and all auto 
claims were settled within 2 months,  
despite receiving over 5,500 claims from 
this event alone. 

this was only possible through the dedica-
tion and empathy of our employees, who 
took time away from their personal lives 
to help people in need. When the toronto 

In July 2012, a fire completely destroyed amy and 
marc Jessome's home in Dartmouth, nova Scotia. the 
Intact claims representative mark Wornell worked with 
the Jessomes to help restore their property, rebuild 
their home and get their lives back on track. 



floods followed barely a month after the  
calgary floods, our people again mobilized 
coast-to-coast to step up for our customers.  
When we survey our customers on how  
satisfied they were and whether they would 
recommend us to their friends and family after 
a claim, we are pleased to find that we are  
rated among the best in north america. 

tailoring Products to Customers’ Needs

It has become increasingly obvious that severe 
weather is here to stay, and with that we are 
working hard to make the protection we offer  
to our customers more sustainable, and to  
help them prevent future damages. this year, 
we launched our insuranceisevolving.com  
website, which educates consumers on how  
to protect their homes against climate  
change; and we continue to roll out additional 
features on this website. We are also offering 
discounts to customers who adopt loss  
prevention measures such as the installation  
of sewer back-up valves and sump pumps. 
together with our customers, we are working  
to keep home insurance both affordable  
and sustainable. 

In auto, we are lowering our rates for good 
drivers and offering consumers more options  
than before. For example, we are deploying  
our usage based Insurance (ubI) initiative, 
which could allow customers to save up to  
25% on their car insurance premium based  
on their driving habits. customers who  
participate in the program can log into a  
website to track their estimated discount,  
see detailed statistics on their driving, and  
receive customized tips based on driving  
profile, giving them control over their  
premiums. 

Making Ourselves More accessible 

In 2013, we continued to broaden the options 
for customers as to how they want to research 
insurance and interact with us. For customers 
who prefer to do research on their own but still 
want the advice of a broker, we continued to 
expand the number of brokers participating 
in our buy-online program, where a customer 
can research and quote online before being 
connected to a broker. 

the belairdirect and Grey power brands are  
engaging with customers in real time, offering 
personalized service through an average of 
3,000 chat sessions a month. all our brands’ 
websites were redesigned last year to provide 
optimized viewing across desktops, tablets, 
and mobile devices, bringing different  
information to the forefront by predicting the 
users’ needs. We’ve also launched newsletters 
and blogs with tips to keep life simple. 

as we continue to evolve, what doesn’t change 
is our unwavering focus on the customer. 
While there will be greater focus on prevention 
this year, our industry leading claims service 
remains solid – supported by scale, in-house 
expertise, and the passion of our employees. 
the Intact promise is that, outside of a  
catastrophic event, if a customer does not 
talk to a representative within 30 minutes of 
their first call, we will write a cheque for the 
full amount of the customer’s yearly premium 
up to a maximum of $1,000.  as a testament 
to how good the service is, with over 5 million 
customers in canada, we only had to pay out 
on this promise 20 times in 2013. 
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Kathleen boutland (left), customer, and
tia esber (right), Field claims representative
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Workplace

our employees are making a difference  

every day. last year’s events confirm that  

the work that our employees do really 

matters. When severe weather events or 

tragedies such as the one in lac-mégantic 

occur, our employees are there to help our 

customers make it through difficult times. 

When these situations arise, our employees 

are quickly able to meet with our customers 

to provide the necessary resources to start 

them down the road of getting back to  

normal, and offer the reassurance they  

need to begin that journey. 

the role of our employees in society goes 
beyond helping people become resilient in 
challenging times. they are also making it 
possible for people, businesses, and society 
to prosper in good times. they are making a 
difference by giving people confidence and 
freedom from worry, so they can live their lives 
looking forward. the dedication, respect and 
compassion of our employees when getting 
our customers back on track after a claim, 
proves that we have the most capable  
professionals in the business. In good times,  
or bad, they’re making a difference.

Becoming an employer of choice

and as an organization, we also want to  
make a difference in the lives of our people.  
becoming a best employer, where our  
employees can do their best and flourish,  
is an ever-important goal that we continue  
to strive for. 

In many ways, we’re already there. our  
employees have told us how much they  
trust and appreciate their colleagues. by  
respecting each other’s differences and 
valuing each other’s similarities, they are 
constantly demonstrating their positive  
attitude towards diversity. and the  
excitement that surrounds our `Diversity Day’ 
celebrations reflects this common opinion. 

the way in which our people support one  
another every day tells us that they enjoy 
working with their colleagues.  

Gender 
Breakdown 2013 2012 2011

Total

men 35.5% 35.6% 34.8%
women 64.5% 64.4% 65.2%

Senior Management   

men 68.5% 68.3% 65.6%
women 31.5% 31.7% 34.4%

Middle Management   

men 43.9% 43.9% 42.0%
women 56.1% 56.1% 58.0%

Individual contributors   

men 33.7% 33.9% 33.3%
women 66.3% 66.1% 66.7%

marie corey, learning consultant, personal Insurance
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a comprehensive reward and  
recognition program

We strive to reward our employees for their 
dedication and commitment to making a 
difference. our comprehensive compensation 
package includes base salary as well as a vast 
array of offerings and programs which includes 
flexible group benefits, vacation time as well  
as a pension plan. In addition to their base 
salary, most of our employees are eligible to 
participate in the annual bonus plan, which  
is based on their individual performance and  
the company’s financial performance. 

last year we introduced changes to our  
pension plan to make it even more flexible  
for our employees’ evolving needs.  
In addition to providing a defined benefit  
option,  we expanded our offering to also 
include a defined contribution option. 

our Flex benefits plan provides a number of 
options to allow employees to design the  
medical, dental, life, disability and other  
insurance coverage they want for themselves 
and their families. to help our employees see 
that our collective efforts drive business  
success, we offer them the opportunity to  
participate in the employee Share purchase 
plan. as of last year nearly 50% of our people 
had enrolled in this program. 

We also round out our compensation package 
with additional benefits such as fitness and 
sports team subsidies, a pc purchase program 
and other discounts to allow employees to take 
advantage of the many relationships we have 
with other businesses. 

the dedication and commitment of our people 
is also recognized through bravo!, our innova-
tive employee reward and recognition program 
that offers a number of ways to celebrate their 
achievements.  employees can acknowledge 
the efforts of their peers in a range of ways, 
depending on the situation. bravissimo is our 
premiere level of employee recognition. this 
award is presented to teams of employees who 
have demonstrated outstanding initiative in 
ways that align with our corporate values and 
have had a significant and lasting impact on the 
organization.  the recipients of this award are 
given financial rewards, participate in develop-
mental activities and attend an appreciation 
gala. congratulations!

Encouraging continuous improvement

We truly believe that the efforts of each and 
every employee are important to the overall 
success of our organization. We celebrate their 
commitment to bettering themselves and 
furthering their career at Intact by seizing the 
opportunities to take on new roles throughout 
the organization.

to reinforce this belief, we provide our people 
with the chance to continuously build their 
skills. We encourage them to progress and 
improve by offering learning and develop-
ment opportunities. they are the first to tell us 
that we are moving in the right direction. all 
employees have access to our learning centre 
as one of the tools available to help them gain 
knowledge, meet their goals, and expand their 
career options. the centre provides access 
to numerous training modules on a variety of 
career-related topics. 

last year we introduced our new career  
management program. the workshop and 
webinars that make up the program provide 
employees with the understanding of what  
they themselves, their manager, and the 
organization can do to foster their career.  

Public AccountAbility StAtement: WorkPlAce

We're a company that values diversity. It's part of our 
strategy to invest in people and create a workplace 
where people feel engaged and employees can 
contribute their best every day. In September,  
Woodrow Ho, Information technology auditor,  
participated in "Diversity Day".
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program participants learn how to identify 
their strengths, interests, values, motivators, 
development needs, and work environment 
preferences. ultimately, the goal is to create a 
career action plan that employees can share 
with their manager to help them identify their 
preferred career path. this plan, and partici-
pating in other career-focused activities such 
as job shadowing, speed mentoring, and 
career fairs, can be invaluable resources for 
employees. 

Enabling our people

and as we move forward, our goals are to  
enable our people and build on our past  
achievements. We’ve improved our perfor-
mance management practices and continue 
to re-evaluate them to make sure we’re 
creating the best possible program for our 
employees. We’re also focusing on making 
significant improvements with our technology. 
We’ve invested heavily in implementing new 
systems that will be great resources to our  
employees and help make processes simpler 
so they can continue to provide an outstan-
ding experience for our customers. 

a winning team

Given our objective of becoming a best  
employer, where our people can do their 
best and flourish, our people appreciate the 
benefits of being part of a winning team as we 
have one of the lowest turnover rates among 
insurance companies. last year our turnover 
rates were even better than the previous year.

living our values

at Intact our core values of integrity, respect, 
customer-driven, excellence and social 
responsibility drive our decisions and serve 
as the foundation for our day-to-day actions 
and behaviours.  our employees are held to a 
very high standard of ethical behaviour, and 
these values help us determine the courses of 
action we take and obligations we have to our 
employees, clients, communities, society and 
the environment. our policies, on everything 
from corporate disclosure to employee safety, 
were developed with these ideals in mind.  
and this is why we adhere fully to the 
legislated labour and human rights codes. 
Furthermore, we offer employees a compen-
sation package that is over and above what is 
required by law, when someone is asked  
to leave the organization.

as we continue to learn and grow, we will  
earn the right to consider ourselves one of  
canada's most respected and successful 
companies. true to our values, we will be 
a company where our people are engaged 
because they know their work matters.  
and a company where our customers are  
our advocates because they know what  
matters to them matters to us.

Public AccountAbility StAtement: WorkPlAce

  Number of  
  Employees Full-time Part-time Total 2013 2012 2011

Alberta 1,556 84 1,640 1,618 1,516

BC 483 18 501 517 513

Manitoba 65 3 68 72 70

New Brunswick 76 1 77 81 70

Nova Scotia 235 11 246 257 257

Newfoundland 116 1 117 111 28

Ontario 4,170 117 4,287 4,196 3,882

Quebec 3,559 540 4,099 4,125 3,875

Total 10,260 775 11,035 10,977 10,211

   Voluntary  
   Turnover 2013 2012 2011

Total 5.6% 6.4% 5.8%

       men 6.5% 7.0% 5.9%

       Women 5.1% 6.0% 5.7%

<35 years old 9.6% 10.5% 10.7%

35-55 years old 3.7% 4.8% 3.2%

>55 years old 1.1% 0.9% 0.6%



the new weather reality

the weather events of 2013, though unprece-
dented, refl ect changing weather patterns to 
which we as canadians must learn to adapt. 
as storms and fl oods are becoming more 
frequent and severe our commitment to climate 
change adaptation and making our cities, 
communities, infrastructure and buildings 
resilient is stronger than ever. by intensifying 
our education efforts and creating greater 
awareness of the risks our country faces and 
the preventative measures that we can all 
adopt, we help canadians adapt to the new 
weather reality. However, climate change 
adaptation is a multi-stakeholder endeavour 
that will require the active participation of the 
industry, consumers, nGos and governments.

Intact and the university of Waterloo have 
been partnering for the past several years on 
the climate change adaptation project (ccap). 
the 2012 ccap report outlined a roadmap of 
priorities and recommendations to help canada 
adapt to climate change. after consulting 
extensively with conservation authorities and 
nGos, we are now embarking on a national 
initiative involving the implementation of 

20 demonstration climate change adaptation 
projects from coast to coast. these projects are 
designed to reduce the physical, fi nancial and 
human impacts of extreme weather events. 
they focus primarily on diminishing the impact 
of torrential precipitations by restoring urban 
wetlands and water channels, deploying green 
infrastructure initiatives, such as rain gardens 
and bioswales, and educating homeowners 
on the preventive measures they may take to 
protect themselves. 
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the Insurance is evolving site aims to raise awareness about climate change, educate, engage and empower 
customers and consumers to take action and protect their homes.

environment 
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Public AccountAbility StAtement: environment

Energy consumption 

at Intact, we continue to explore ways to mini-
malize our footprint on the environment. over 
the last five years, Intact has reduced the  
intensity of its carbon emissions by almost 
10% every year. as part of our efforts to reduce 
the energy consumption of our operations, 
our people in Halifax, Quebec city and  
Vancouver moved last year to more modern 
and energy efficient offices. We also conti-
nue to pursue our goal of reducing energy 
consumption in other locations. examples  
include replacing outdated windows by  
thermos windows in montreal , adjusting  
our equipment schedules in london by half  
an hour each day in order to decrease our 
electrical usage by 130 hours per year and  
implementing a zero-waste program in  
Vancouver to divert 100% of the building's 
waste from the landfill. as part of the  
ongoing renewal of our corporate fleet,  
we also announced the addition of eco- 
friendly hybrid cars, which consume up to 
40% less gas.

earlier this year, Intact was named one of 
100 most sustainable corporations in the 
world by corporate Knights, a toronto-based 
media and investment advisory company. 
additionally, we were ranked among the best 
in corporate citizenship, coming in at 18 on 
the best 50 corporate citizens in canada, 
awarded through a separate study also done 
by this organization. 

In october 2013, we achieved a leadership 
position among canadian publicly listed 
companies for the quality of our climate 
change reporting by the carbon Disclosure 
project, the world’s only global environmental 
disclosure system.

Paper consumption 

a significant proportion of our paper 
consumption is used for customer and broker 
communication and our intent is to reduce, 
and when possible, eliminate the distribution 
of paper policies by focusing on electronic 
delivery and transmission of customer policy 
documentation to brokers. 

For the last two years, we have reduced 
paper consumption by giving brokers access 
to electronic documents directly in their 
management systems.  at the end of the year, 
more than 60% of home and personal auto 
insurance policies were transmitted electroni-
cally to brokers, up from approximately  
40% in 2012.

In late 2011, we adopted a policy which out-
lined our intent to move towards the exclusive 
use of FSc-certified office paper. In 2012, we 
extended our FSc-certified paper requirement 
to vendors as part of requests for proposals. 
In 2013, 95.6% of our total office and policy 
paper consumption was FSc-certified. 

Employee involvement

In addition to our corporate initiatives, we also 
encourage our employees to get involved in 
their own local initiatives. our commitment 
to our environment and communities is one 
of our core values, and the citizenship of our 
employees is an important part of our social 
responsibility strategy. our Green teams are 
groups of environmentally-minded employees 
who come together to promote environmental 
sustainability in their workplace and to inspire 
colleagues to make sound environmental 
choices in their working lives. 

new Green teams were formed in calgary, 
edmonton and at belairdirect during the year, 
in addition to the existing ones in Vancouver, 
Halifax, Durham, Quebec and toronto. each 
team decides on its own sustainability initia-
tives, geared towards the needs of staff and 
the office buildings in which they operate. 

 

         Total Energy   
  Consumption 2013 2012 2011

Total MWh 84,675 88,443 68,872 

electricity 52,110 50,750 42,055 

natural Gas and  
Fuel oil 14,882 13,439  12,693 

Gasoline,  
Diesel, etc. 17,683 24,255 14,124 

Total GHG  
Emissions (tonnes  
of  co2 equivalent) 17,723 18,492  14,390

Direct (Scope 1) 6,969  6,459 5,715 

Indirect (Scope 2) 9,026 10,630 7,478 

other (Scope 3) 1,728 1,402 1,197 

GHG Instensity

per million of Direct   
Written premiums 2.19 2.49 2.59 

per Full time equi- 
valent employee 1.43 1.58 1.65

per 1000  square  
feet of office Space 6.92 7.98 7.77

Total Paper  
Consumption  
in tonnes 811 818 585

GHG emissions are calculated based on most recent 
canadian greenhouse gas protocol and includes scope 
1 and 2 emissions as defined by the carbon Disclosure 
project. Scope 3 emissions cover fleet vehicle usage.
Scope 1 and 2 emissions included in the GHG intensity 
calculation. 
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communities

Making our communities safer, 
healthier and happier

our core value of being a socially  
responsible organization speaks to our 
commitment to make the communities in 
which we operate happier and healthier, 
and encourage our employees to get  
involved in the philanthropic endeavours  
of their choice. the Intact Foundation  
donates to organizations that address  
climate change adaptation and improve  
the lives of at-risk youth.

affecting 1.3 million canadians over the 
past five years and costing the canadian 
economy roughly $7 billion annually,  
homelessness is a problem that touches 
us all, and one that we are committed to 
addressing.  at any given time, 65,000 
youth are homeless in canada. among 
them, 53% have experienced physical  
maltreatment, 33% have experienced 
sexual mistreatment, and more than half 
report emotional abuse or neglect. It is this 
group of disadvantaged young canadians 
on which our efforts are focused. 

our partnership with raising the roof is 
part of our commitment to youth at risk  
and an example of how we support the 
communities where we live and work.  
In 2013 we continued our involvement in 
their youthworks private Sector engage-
ment Initiative, which engages the private 
sector in working on solutions to youth  
homelessness. our investment in this 
3-year project culminated in the release 
of a report and toolkits for the private and 
community sectors in 2012, highlighting 
the role employers can play in helping 
disadvantaged youth succeed. to bring  
the report to life, Intact Foundation  
provided raising the roof with funding  
in 2013 to work with a select number of 
agencies to support and encourage  
relevant community action and local  
business involvement in the agencies’ 
youth employment programs.

the ultimate goal is to share these inno-
vative models so that other communities 
can adopt and adapt them to create more 
employment opportunities for at-risk and 
homeless youth in their communities.

We are a lead partner for the youthworks
initiative at raising the roof – chez toit, a
national canadian charity focused on longterm
solutions to homelessness. pictured here
are several of the hundreds of our employees
who went out in their communities selling
toques and socks on toque tuesday.

the Intact Foundation is an integral part of our
commitment to communities. one of the ways
that the Foundation does this is by funding
endeavours that foster vibrant canadian
communities by encouraging independence
and well-being among at-risk youth.
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the agency partners were chosen because of 
their diverse, innovative programs. they are 
located in vastly different communities, each 
with its own challenges and opportunities.  
each agency has received a grant from Intact 
Foundation to support their involvement.  
the agencies are:

•	 Choices	for	Youth,	St	John	

•	 Bois	Urbain	/	Urban	Wood,	Montreal

•	 360°	kids,	Markham

•	 Quickdraw	Animation	Society,	Calgary

2013 was Intact’s fourth year as the national 
partner for raising the roof’s toque campaign, 
an event that raises money to support the  
organization’s initiatives aimed at breaking the 
cycle of homelessness in canada.

  

Just under 500 employees across the country 
braved the cold to sell the iconic toques and 
socks on street corners and transit stations in 
the communities where they live and work. 
their hard work paid off. last year Intact sold 
3,000 toques and 7,000 socks, making it our 
most successful campaign to date. 

through this campaign, Intact employees truly 
lived our value of being socially responsible and 
making a difference in the fight against home-
lessness, nationally as well as locally. 

throughout the year, we also continued to 
make significant investments in numerous local 
programs focused on helping youth-at-risk  
in the areas of education, employment and 
drop-in services, to name a few.

Employee involvement

We are truly committed to our employees’ 
community involvement and citizenship,  
and actively encourage them to contribute  
to society through an annual team Volunteer  
Day. this popular program promotes 
teamwork, contributes to the vitality of our 
communities, impacts employee engage- 
ment and is aligned with our social responsi- 
bility principle of building strong and resilient 
communities where we live and work. more 
than 1,800 employees volunteered their time 
during 11,800 hours to help our communities  
through team Volunteer Day. 

loss prevention consultants Jean lefrançois and  
pierre Dubeau go the extra mile not only for customers,
but also for their community – literally! 50 of our  
employees took part in a 135-kilometre cycling 
challenge known as la boucle du Grand défi pierre 
lavoie, whose mission is to encourage young people  
to adopt healthy life habits.

Public AccountAbility StAtement: communitieS

26%
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the employee Giving program is another  
initiative that close to 1,000 employees  
took advantage of last year. this program 
matches financial donations to registered 
charities made by employees. the Intact 
Foundation will match employees' personal 
donations, dollar for dollar, from $25 up to  
an annual maximum of $500. the program 
also donates $500 to a charity when an  
employee has volunteered 40 or more hours 
of their own time over a 12-month period. 

our employees further showed their  
generous spirit when disasters struck across 
the country and the world.  employees 
donated to the calgary flood relief, helped 
the families impacted by the tragedy in 
lac-mégantic, and those affected by the 
typhoon in the philippines. We also made 
donations of $100,000 to the canadian red 
cross to support their relief efforts in calgary 
and lac-mégantic. In addition, we donated 
$50,000 to the relief efforts in the  
philippines.  

our annual united Way campaign reached 
epic levels in 2013 when employees  
generously donated more than $950,000. 
Intact matched this amount for a grand  
total of more than $1,900,000!

Sponsorships

last year we continued to invest in  
sponsorship activities that connect with  
canadians in meaningful and relevant  
ways. We are proud to partner with  
organizations such as the calgary Flames, 
toronto maple leafs, montreal canadiens  
and Speed Skating canada, who help us  
reach these objectives. 

through Speed Skating canada, with whom 
we share a longstanding and successful 
partnership, we help local speed skating 
clubs develop their young athletes to  
become the next generation of olympic 
hopefuls. our podium tracker program 
further helps these passionate youth by 
connecting them with their heroes and  
awarding randomly-selected clubs with 
a $1,000 cheque each time one of Speed 
Skating canada’s athletes earns an  
individual medal during the World cup  
or World championships. 

 

over the past four seasons Intact Insurance 
has donated more than $170,000 to speed 
skating clubs across canada. this contri-
bution goes towards the purchase of new 
equipment, enhanced programs and much 
needed ice-time. We can’t wait to see how 
far these young athletes will take their drive 
and ambition on their way to achieving their 
dreams of becoming canadian champions. 
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Water-damage is the leading cause of personal  
property claims in canada. 

the severe weather events of the past year 

have reinforced our belief and conviction 

that canada, as a society, must adapt to the 

new climate reality and ensure that our cities,  

communities, infrastructure and buildings  

are resilient to climate change.  Adapting to 

climate change is a multi-stakeholder  

endeavour that will require the active  

participation of the industry, consumers, 

nGos and governments. 

this is the reason we have been advocating  
to governments the necessity to:

o adapt the building codes to reflect  
 climate risks and extreme weather; 

o update the flood maps for all major  
 urban areas;

o Improve our land use planning  
 practices; and 

o Invest in storm management  
 infrastructures.

In addition we have been quite active at  
promoting climate change adaptation within 
the Insurance bureau of canada, which 
over the years has taken a leadership role in 
reaching out to governments and consumers 
raising the awareness of this issue.

In ontario, the government has adopted in 
2013 an auto Insurance cost and rate  
reduction Strategy.  throughout the year,  
we participated in consultations launched  
by the government and made various  
representations on numerous initiatives that  
would make auto insurance more affordable 
for ontario drivers on a sustainable basis.
 

Public policy
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economic contribution

We play an essential role in helping the 

canadian economy grow and progress. 

We give people, businesses and society 

confi dence and peace of mind to help 

them prosper in good times, and be 

resilient in bad times. We help businesses 

prosper by giving entrepreneurs the 

confi dence to seize new opportunities. 

When companies want to do business 

with each other, or grow, we are there to 

provide the insurance solutions that help 

promote trust and cooperation.

In 2013, we injected $7.3 billion into the 
economy through salaries and benefi ts to 
employees, commissions to brokerages, 
payments to help restore customers, 
purchasing goods and services from 
suppliers, taxes to governments, 
dividends, and interest as well as 
donations to communities.

Here is a breakdown of taxes paid to 
federal and provincial governments 
for the last three years:

We’re proud of the signifi cant contribution we 
make to the canadian economy. 

Taxes Paid 
(in thousands)

    

Income 
taxes

Premium and 
fi re taxes

Total taxes

2013 2012 2011

Federal 53,193 53,193 56,797 120,252

nFlD 697 4,007 4,704 3,841 4,405

peI 42 330 372 405 455

nS 842 7,545 8,388 8,558 10,140

nb 325 3,209 3,534 3,553 4,261

Qc 11,797 66,986 78,783 76,417 96,205

on 14,432 96,724 111,156 104,024 114,329

mb 257 2,955 3,213 3,213 3,440

SK 48 694 742 728 776

ab 4,609 36,920 41,529 40,879 43,028

bc 1,146 18,682 19,828 20,955 24,600

yK 21 119 140 141 227

nWt 42 414 457 419 484

nt 5 43 48 51 51

total 
provincial

34,265 238,629 272,894 263,209 302,402

Total: 87,458 238,629 326,087 320,006 422,653
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Intact Financial Corporation

toronto 1500 - 700 university avenue, toronto, on m5G 0a1

Intact Insurance

Anjou 7101 Jean-talon Street east, anjou, Qc, H1m 3t6
Calgary 1200 - 321 6th avenue S.W., calgary, ab t2p 3H3
Dartmouth 200 - 20 Hector Gate, Dartmouth, nS, b3b 0K3
Durham 59 Westney road South, ajax, on l1S 2c9
Edmonton  700 - 10830 Jasper avenue,  edmonton, ab t5J 2b3
London 800 - 255 Queens avenue, london, on n6a 5r8
Mississauga 900 - 6925 century avenue, mississauga, on l5n 7K2
Moncton 770 main Street, 9th fl oor, moncton, nb e1c 1e7
Montreal 700- 2020 university Street, montreal, Qc H3a 2a5
Ottawa 300- 1400 St. laurent boulevard, ottawa, on K1K 4H4
Quebec City 400- 5700 Des Galeries boulevard, Quebec city, Qc G2K 0H5
Saint-Hyacinthe 2450 Girouard Street West, Saint-Hyacinthe, Qc J2S 3b3
Saint John 1400 - 1 Germain Street, Saint John, nb e2l 4V1
Toronto 1500 - 700 university avenue, toronto, on m5G 0a1
Victoria 246 - 2401c millstream road, Victoria, bc V9b 3r5
Vancouver 1100 - 999 West Hastings Street, Vancouver, bc V6c 2W2 
Winnipeg 400 - 386 broadway avenue, Winnipeg, mb r3c 3r6

our main locations

Forward-looking statements 
certain of the statements included or incorporated by reference in this report about our current and future plans, expectations and intentions, results, levels of activity, 
performance, goals or achievements or any other future events or developments constitute 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 diffi cult to predict - encompass credit, market, 
operational, and liquidity and funding risks. other factors include general business, economic and fi nancial 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 may be found in our 2013 mD & a.

Trademarks 
®Intact Small Straight lines Design, Intact Design, Intact Insurance Design, Grey power & tag Design and climate change adaptation project & Design are registered 
trademarks of Intact Financial corporation. ®podium tracker and ®Insurance is evolving are a trademark of Intact Insurance company used under license. 
®belairdirect. & Design is a registered trademark of belair Insurance company Inc. used under license. ®brokerlink & Design is a registered trademark of 
canada brokerlink Inc. used under license. ®Jevco & Design is a registered trademark of Jevco Insurance company used under license. all other trademarks are 
properties of their respective owners. ©2014 Intact Financial corporation. all rights reserved.

belairdirect

Anjou 7101 Jean-talon Street east, anjou, Qc H1m 3t6
Ottawa 200- 1111 prince of Wales Drive, ottawa, on K2c 3t2
Toronto 1100 - 700 university avenue, toronto, on m5G 0a2
Quebec City 700 - 5700 boulevard des Galeries, Quebec city, 
Qc G2K 0H5

Brokerlink

Calgary 100 - 4124 9th Street S.e., calgary, ab t2G 3c4
Toronto 700 - 48 yonge Street, toronto, on m5e 1G6

Grey Power

Toronto 105 - 600 Gordon baker road, toronto, on m2H 3p8

Jevco

Mississauga 100 - 4 robert Speck parkway, mississauga, 
on l4Z 1S1
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