
 

COMPLAINT HANDLING 
Procedures 

(CHP) 
Educators Financial Group has procedures in place to handle complaints in a fair and prompt manner. This is a summary    
of those procedures, which we provide to new clients and to persons who have filed a complaint. This summary is posted on 
our website. New clients and those who submit a verbal or written complaint are provided with a copy of the Client Complaint 
Information Form (CCIF) which provides information for options that complainants have when making a complaint. 

How Complaints Can Be Filed 
All complaints may be directed to the Compliance Department by letter sent to our firm address below, by email; 
info@educatorsfinancialgroup.ca or by phone at 1.800.263.9541. 
2225 Sheppard Avenue East 
Suite 1105 
Toronto, Ontario 
M2J 5C2 

How Complaints are Handled 
We will send you an initial acknowledgement and response within (5) five business days of receiving your complaint. 
We will also send you a copy of our Client Complaint Information Form (CCIF), as well as a copy of our Complaint 
Handling Procedures (CHP). 
We will investigate your complaint and look at all the information and documentation necessary. We may need to 
contact you for additional information and assistance is available if required for any reason. We will usually complete 
this process within 90 days or less and send you a written resolution response unless the case is very complicated 
and we are waiting for additional information. 
If you are not satisfied with our response, a complaint can also be filed with: 
I. Canadian Investment Regulatory Organization (CIRO): Investigates complaints about mutual fund dealers and 

their Advisors and takes enforcement action where appropriate. There is no cost to clients to submit a complaint 
to CIRO. 
Bay Adelaide North 
40 Temperance St., Suite 2600 
Toronto, ON M5H 0B4 
Toll Free: 1.877.442.4322 
Email: info@ciro.ca 

II. Ombudsman for Banking Services & Investment (OBSI): Independent from CIRO, government and the 
financial services industry. OBSI provides an independent and impartial process for the investigation and 
resolution of complaints about the provision of financial services to clients. 
401 Bay Street, Suite 1505 
P.O. Box 5 
Toronto, ON M5H 2Y4 
Call: 1.888.451.4519 
Fax: 1.888.422.2865 
Email: ombudsman@obsi.ca 

III. You may also wish to retain a lawyer to assist with your complaint. 

Settlements 
Complainants may be required to sign releases or waivers for financial settlements offered and please be advised that 
our Advisors cannot enter into a private settlement without written consent of the firm. 
Clients and complainants may contact us at any time to provide additional information or for updates on their 
complaint, by contacting our Chief Compliance Officer. 

Privacy 
If you have a complaint about the treatment of your personal information, you may contact the Compliance or the 
Office of the Privacy Commissioner of Canada at 1.800.282.1376. 
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