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RIBO is Ontario’s regulator of general 

insurance brokers. With a dedicated team 

of brokers and public members, we continue 

to protect the public interest by ensuring 

that the profession treats customers 

fairly through our core values of fairness, 

integrity, sensitivity and knowledge.
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Report from the CEO

PATRICK BALLANTYNE
CEO

It is my honour to present my Report for 2023/2024.

Council said ‘farewell’ and ‘thank you’ to Rose Cavaliere after she completed two 
terms, including one year as President. In the 2023 election, Rick Orr and Thomas 
Watson both returned to Council for a second three-year term. Hugh Fardy was also 
elected to Council, where he had served previously. 

RIBO continues to modernize as an organization, and in doing so, is creating new 
roles and functions to create efficiencies within its operations. To further our goal to 
improve communication with members and the public, we brought our 
communication function in-house, enabling us to better identify what needs to be 
communicated and how. To date, we have aimed for targeted, timely and relevant 
online communication through social media. We have also been building a new 
RIBO.com, which we expect to launch in 2025. Building upon the RIBO Fact Sheet,  we 
will identify more opportunities to educate the public about their rights when working 
with a general insurance broker in Ontario. 

This year, we also brought education expertise in-house, enabling us to better 
coordinate with our two exam providers, IBAO and IIC, and we also recruited for a 
new psychometrician role. In-house expertise is important, as it enables us to better 
support our public protection mandate by ensuring licensing exams are relevant, 
secure, up-to-date and academically sound.

We continued to evolve and enhance our new Spot Check program. Updates included 
improving the underlying technology, enhancing risk identification methods, and the 
development of additional audit modules, including one for Managing General 
Agents (MGAs) who have chosen to become licensed through RIBO. The focus 
remains on helping to identify better practices for brokerages, with the intention of 
sharing the learnings and trends with all licensees.

Effective January 2, 2024, and in addition to deciding whether to refer a case to 
Discipline, the Complaints Committee may also suggest remedial action.  
This approach allows the Complaints Committee to promote better licensee 
practices, where appropriate, and that only higher-risk cases will be referred for a 
hearing before the Discipline Committee. Some examples of remedial action include 
issuing a caution, providing advice, and/or requiring licensees to take one or more 
courses. The Complaints Committee may also refer the case back to the Investigations 
Department for additional assessment. This refined process ensures that a greater 
proportion of our resources can be dedicated to address matters that pose the highest 
public risk or harm, as public protection is an important part of our mandate.

Rules of Procedure for RIBO’s Discipline Committee were also formalized and 
introduced on January 2, 2024. The improved process also includes a mandatory pre-
hearing meeting aimed at discussing the regulatory issues and possible witnesses, 
along with identifying any procedural and timing issues in advance of the hearing. 
The goal is to promote a transparent and efficient hearings process.

To clarify and consolidate existing disclosure requirements for licensees,  
RIBO developed and implemented written guidance on mandatory conflict 
disclosure. The guidance has not changed the type of information that needs to be 
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disclosed. What is new, however, is the timing for making this disclosure. When conflict disclosure is made 
at the point of sale, the client is not given sufficient time to consider the information, and to determine how 
(if at all) the disclosure will impact their decision. Accordingly, by requiring this disclosure to be made at 
the time of quote, it will educate and empower insurance consumers and promote fully informed decision-
making. RIBO Council directed that all licensees take the necessary steps to comply with the guidance by 
July 1, 2024. 

A final initiative to highlight was the launch of IRIS, a bespoke registration and licensee portal built with 
Microsoft Power Apps. This in-house system enables our IT staff to develop, enhance and support a variety 
of specific regulatory functionalities including licensing applications, complaints and our evolving  
Spot Check program.

These are but a few of the many new initiatives we have been working on over the past year.

I am grateful to the RIBO staff and Council, as well as all committee members, for their dedication during 
another year of change and modernization. We all look forward to the initiatives, improvements and 
innovations that are planned for 2024/2025.
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Report from the President
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Rick Orr
PRESIDENT

I am pleased to offer my Report as RIBO President. 

Albert Einstein said, "The measure of intelligence is the ability to change." RIBO has 
just completed its second year of our current three-year Strategic Plan that involves 
change. That plan charted the course for Council’s modernization of RIBO and helped 
to ensure the continued relevance of our regulatory framework. 

Council is pleased with our progress and confident that all components will be 
addressed by the end of the 2024/2025 fiscal year. I also look forward to upcoming 
consultations, discussions and deliberations that will help shape our next plan.

April 9, 2024, was a significant day for RIBO. Members approved new by-laws to transition 
us to a ‘not-for-profit’ corporation under Ontario’s Not-for-Profit Corporations Act, 2010 
(ONCA). In the months of work leading up to this, Council also identified other opportunities 
to update the by-laws to better reflect RIBO’s unique nature as a self-regulatory organization. 

As an example, the process for running for Council was changed for 2024. Rather than 
publicly declaring one’s candidacy, the process now involves candidates applying to a 
Governance and Nominations Committee for review, leading to a slate of selected 
candidates being recommended to the membership at the Annual General Meeting. 
Recommendations are based on objective criteria built on the skills and backgrounds 
needed to establish an effective, well-rounded, and representative Council.

I also note that the new By-Law 3 introduced some refinements to our licensing 
structure. Licenses now have class names Level 1, 2 and 3.  As of April 9, 2024, all new 
RIBO licenses were issued under this new license structure. All brokers who already 
had licenses were brought under this new structure by the end of this year’s renewal 
period (September 30, 2024). Importantly, the new license levels do not change what 
products or services brokers can or cannot offer or sell.  Further, brokers must still be 
competent when advising on general insurance products. 

Our June Council meetings typically include a significant strategic component.  
For example, in 2023 we focused on establishing the desirable competencies for prospective 
Council members. Those competencies are now utilized in the updated election process 
described above. This year, our June meetings included in-depth conversations with the 
CEO of the Insurance Council of British Columbia, our sister organization overseeing all 
insurance intermediaries in BC. Through engagement of this sort, we work to ensure 
RIBO shares and learns alternative approaches to common regulatory concerns. 

To that same end, RIBO staff remained engaged with CISRO, a national body of 
insurance intermediary regulators. I also note with some pride that our own CEO, 
Patrick Ballantyne, was appointed Chair of CISRO in March 2024.

While "change may be the only constant in life" I would argue that while we have 
implemented much change, we will never waver in our commitment to protect 
Ontario’s insurance consumers. Brokers were given the privilege of self-regulation in 
1981, and we work hard every day to continue to deserve that privilege. As compared 
to direct government oversight, self-regulatory organizations allow the profession to 
play the key role in governance and policy setting. RIBO Council takes that responsibility 
very seriously and will continue to efficiently execute our mandate with knowledge, 
sensitivity, integrity and fairness.
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Melissa Bajwa
CHAIR

The role of the Professional Conduct Committee is to provide insights and advice 
on the development and implementation of licensee guidelines and standards 
of practice, including market/industry intelligence for developing compliance, 
investigation and discipline processes. 

This past year, key activities of the Committee included:

•	 Modernizing processes and procedures for the Complaints and 
Discipline Committees;

•	 Creating additional Spot Check modules and modernizing the 
overall process; and

•	 Developing and implementing updated disclosure guidance.

Below you will find data outlining the nature and volume of complaints received 
and their resolution. Approximately half of this activity took place under 
the modernized complaints and discipline processes introduced in January,  
which aims to add increased procedural fairness, streamline processes and ensure 
that resources are appropriately allocated to the highest-risk matters.

We are pleased with the launch of these new processes and procedures and 
have received positive feedback from members of the Complaints and Discipline 
Committees in their application. 

Additional information on the new processes, and RIBO’s drive toward risk-based 
processes are discussed in detail in the Update on the Strategic Plan section of this 
Annual Report. 

Sources, Type and Disposition of Complaints and Disciplinary Proceedings

The following data is an overall breakdown of the 2023/2024 Complaints and 
Discipline activity. 

Both the type and source of complaints are consistent with prior years: 

•	 Complaints are primarily filed by consumers (71%) and licensees (17%).

•	 The most common complaints relate to quality-of-service issues 
(63%), integrity issues (4%) and advising clients (3%). 

Report from the  
PROFESSIONAL CONDUCT COMMITTEE



2023 | 2024 Annual Report 7

Sources of Complaints

Consumers 258

RIBO Licensees 62

RIBO Staff 25

Legal Counsel 1

Other 16

Total 362

Type of Complaints

Quality of Service 230

Integrity (various) 16

Advising Clients 12

Holding Out in Unregistered Name 11

Confidentiality 8

Improper Handling of Trust Funds 6

Advertising 5

Providing False / Misleading Information 5

Delinquent Filing 3

Disclosure 3

Other 63

Total 362
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Disposition of Complaints

Resolved at Intake 263

Closed by Complaints Committee  
(Not Referred to Discipline Committee) 6

Remedial Action Order by Complaints Committee

          Caution Issued 1

          Advice 1

          Educational Course Required 2

Resolved by Discipline Committee

          Reprimands 2

          Cases Withdrawn 1

Total 276

Stage of Open Complaints

Under Review by Intake Department 46

Active Investigations 106

Awaiting Review by Complaints Committee 8

Before the Discipline Committee 18

Total 178

The three cases resolved by the Discipline Committee were all brought to RIBO’s attention by consumers 
and all related to service issues.   

There were 178 open complaints at various stages, as of July 31, 2024, as shown below.

Spot Check Program

Our Spot Check program is a proactive, quality-assurance initiative that aims to ensure compliance with 
RIBO’s rules, regulations and expectations. It offers guidance to licensees, such that minor infractions 
are addressed before they become more significant. Where appropriate, issues seen as high risk may be 
referred to the complaints process.

Over the past few years, we have revamped the Spot Check program. Our new risk-based approach to 
the Spot Check program is now fully engaged. RIBO uses established risk criteria to identify brokerages 
for Spot Checks. We will continue to identify opportunities for new Spot Check modules to increase our 
effectiveness as a regulator and fulfill RIBO’s public-protection mandate.

Over the year, 244 Spot Check modules were completed, relating to 61 distinct firms. These modules 
reviewed licensee compliance with both financial and operational requirements. As of year end,  
93 additional firms were under review.

I would like to extend my thanks to the Compliance, Complaints and Investigation management and 
staff, as well as my fellow Committee members for all their efforts this year.

During the past year, 276 complaints were closed at various stages of the Complaints and Discipline 
processes and with a wide range of outcomes.
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The Qualification & Registration (Q&R) Committee’s broad mandate is to ensure 
that all registered individual license holders and brokerages meet the minimum 
standards for education and training. 

In my second year of service as Chair of the Q&R Committee, I am pleased to 
provide an overview of RIBO’s qualification and registration related activities for the 
2023/2024 fiscal year. 

In the past year, RIBO has made substantial progress in aligning its licensing 
framework with modern competency standards. The implementation of new by-
laws including By-Law 3 clarifies licensing requirements for individuals and firms. 
The work of the committee is further supported by the new Licensing & Standards 
Committee, a policy committee consisting of brokers and public members which 
provide advice to RIBO staff and ultimately RIBO Council on policies and procedures 
related to qualification and registration.

Throughout the past year, RIBO has prioritized engaging with brokers, brokerages, 
and education providers to gather valuable feedback on our licensing and examination 
processes. This collaborative approach has allowed us to make informed updates 
that reflect the needs and expectations of our stakeholders. Feedback from these 
groups has directly influenced improvements in our examination processes, 
continuing education accreditation standards, and policies, ensuring that RIBO 
remains responsive to the evolving needs of the insurance industry. 

RIBO has also prioritized transitioning its licensing applications and other licensing 
services including renewals to its new registration management system, IRIS.  
In doing so, RIBO modified its service standard from 7 business days to 10 business 
days for new registrations for individuals. The average processing time for new 
licenses for individuals was 8.2 days. Once new systems are implemented, RIBO will 
establish additional licensing service standards. 

Through careful planning, the introduction of new policies, and ongoing consultation 
with industry stakeholders, we are confident that these changes will strengthen the 
licensing process and enhance consumer protection in Ontario.

Committee Decisions 

The Registered Insurance Brokers Act requires the Manager of RIBO to refer all 
applications that they propose to refuse to the Q&R Committee of RIBO. Below is a 
summary of decisions made by the Q&R Committee as it relates to applications for 
licensing, renewals and reinstatement that were referred to the Committee for review. 

The figures below also provide a summary of other activity relating to the review of 
licensing qualifications conducted by RIBO staff on behalf of the Committee and/or 
Council based on approved policies related to secondary business exemptions and 
examination exemptions. 

REPORT from the   
qualification & REGISTRATION COMMITTEE

Thomas watson
CHAIR

9
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Granted Refused Total

Review of Qualification to Hold a Certificate (Individual) 1 2 3

Review of Qualification to Hold a Certificate (Firm) 1 0 1

Secondary Business Exemptions (Q&R Committee Review Required) 4 1 5

Examination Waiver Request 0 1 1

Applications to Hold an Out of Province Trust Account * 1 0 1

Immediate Suspensions Due to Invalid Qualifying Exam ** - - 2

Technical Exam Exemptions (Automatically Granted) *** - - 128

Secondary Business Exemptions (Automatically Granted) **** - - 167

2023/24 2022/23 2021/22 2020/21 2019/20 

Review of Qualification to Hold 
a Certificate (Individuals)

Granted 
Refused 

1 
1

0 
1

0 
0

0 
0

0 
0

Review of Qualification to Hold 
a Certificate (Firms)

Granted 
Refused  

1 
0 — — — —

Application for Exemption 
Secondary Occupation 

Granted 
Refused 

0 
0

0 
0

0 
0

1 
0

0 
0

Application for Removal 
of Restriction 

Granted 
Refused 

0 
0

0 
0

0 
0

0 
0

0 
0

Other Granted 
Refused  

0 
0

0 
0

0 
0

0 
0

0 
0

Total 3 1 0 1 0 

*Following November 2023, decisions regarding applications to hold an out of province trust account after November 2023 are no longer 
reviewed by the Q&R Committee. These are now referred to the Council for review.

**The Q&R Committee approved the immediate suspension of registration for any licensee who had their qualifying exam nullified.

***Council has approved the granting of technical exam exemptions for individuals who complete one or more approved insurance 
industry designations.    

****RIBO’s licensing team reviews applications for exemptions from the sole occupation requirement for individual licensees based on 
established policies previously set by the Q&R Committee and now Council via the Licensing & Standards Committee.

Hearing Summary  

All applicants have the right to request a hearing after the Committee has considered and proposed 
to refuse a registration or exemption, or has proposed to restrict, revoke, or not renew an existing 
registration.  Two hearings related to individual applications were held by the Committee, one decision 
related to suitability of an applicant to hold a certificate of registration, and one decision related the exam 
qualifications of the applicant to be registered. One hearing related to a firm’s eligibility for registration 
was also held.
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Registration Statistics  

Below are figures related to the classes of license that are issued by RIBO. The figures represent the total 
number of active licensees as of July 31 of each year. Consistent with the changes in terminology introduced 
with RIBO’s new By-Laws No. 1, 2 and 3, RIBO will no longer refer to registrants and will instead refer to 
individual and broker business registrants as individual licensees and firm licensees respectively.

Pursuant to section 23 of the Registered Insurance Brokers Act, final decisions are posted on the Canadian 
Insurance Regulators Disciplinary Actions (CIRDA) database website, unless ordered otherwise.  
Any appeals of Qualification & Registration Committee decisions may be made to the Divisional Court of 
Ontario.

Examinations  

This year, RIBO has continued its commitment to advancing the professional standards of insurance 
brokers in Ontario. A central element of this effort has been the piloting of Level 1 exam questions.  
Over the past year, we introduced several changes, including an increase in the number of questions from 
90 to 100, to ensure a more robust evaluation of candidates’ knowledge. 

Exam results continue to be reviewed by service providers and third-party psychometrician experts with 
a view to determine whether there are data anomalies or irregularities that require follow up action such 
as requiring individuals to reattempt examination(s) in person if the qualifying examination(s) is nullified.

 2023/24 2022/23 2021/22 2020/21 2019/20 

Individual Licensees * 20,678 20,362 19,557 18,630 18,999 

Active Firm Licensees

      Corporations 855 871 895 928 941 

      Partnerships 10 10 10 11 11 

      Sole Proprietorships 2 2 2 3 4 

      Consultants 10 10 10 9 9 

      MGA/Wholesalers 77 70 67 60 56 

Total Active Business Licensees ** 952 962 984 1,011 1,021 

Average number of individual  
licensees per business 

21.72 21.16 19.88 18.43 18.61 

*In-active licensees (totalling 1,061 individual licenses for 2023-24) are not included in the registration figures.  

**Non-active firm licensees are not included in the registration figures.
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RIBO LEVEL 1 ENTRY-LEVEL BROKER EXAM TRENDS AND CONSIDERATIONS (INCLUDING EQUIVALENCY EXAMS) 

Level 1 pass rates for 2023/2024 continue to reflect historical student pass rate trends from pre-pilot exam 
questions. Of note, the number of exam writers continues to increase.

LEVEL 2 AND 3 EXAMS: TRENDS AND CONSIDERATIONS 

Below are overall pass rates for both the Level 2 and Level 3 exams, previously referred to as the Unrestricted 
Technical and Unrestricted Management exams.

Level 1
Entry-Level 

Broker Exam

Years Writer Count Pass Rate

2023-2024 5,685 51%

2022-2023 5,319 51%

2021-2022 5,007 58%

2020-2021 2,799 55%

2019-2020 2,712 63%

Level 2
 Technical/Commercial

Years Writer Count Pass Rate

2023-2024 17 41%

2022-2023 28 38%

2021-2022 24 33%

2020-2021 5 60%

2019-2020 17 18%

Level 3
Management 

(including accelerated 
management)

Years Writer Count Pass Rate

2023-2024 99 58%

2022-2023 92 70%

2021-2022 98 58%

2020-2021 48 52%

2019-2020 42 55%
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The number of exam writers opting to take the Level 2 exam has been low. This trend can be attributed 
to a growing preference among brokers for obtaining insurance designations such as the CIP (Chartered 
Insurance Professional), which allow them to waive the Level 2 exam requirement. Consistent with 
this trend toward more brokers seeking insurance designations, RIBO also saw an increase in the 
number of individuals qualifying for Level 3 Accelerated Management exam in lieu of the full Level 3 
Management exam.  

CHRIS WARD MEMORIAL AWARD

In memory of RIBO’s late president Christopher J. Ward, this award is presented to the individual who 
receives the highest mark on the first attempt of either the Unrestricted Management or Unrestricted 
Technical/Commercial exam, now known as the Level 2 Technical and Level 3 Management exams 
respectively. This year the recipient is Rebekah Schinkel.

DONALD W. LAMBIE AWARD

Donald W. Lambie is committed to self-regulation and has made an outstanding contribution to the broker 
profession. He is one of RIBO’s founding fathers and acted as the first President. 

This award is presented to candidates with the highest mark in the initial RIBO qualification examination 
(Level 1 Entry Level Broker Exam). 

This year, we have a three-way tie for the highest mark on the RIBO Level 1 exam. The recipients are  
Lei Miao, Juan Du, and Amarjot Kang.

Congratulations to the award winners! Their achievements will be recognized at the Annual General 
Meeting on November 7, 2024.

I would like to conclude my Report with an acknowledgement of the professionalism and dedication of 
RIBO's team and of my fellow committee members.
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Throughout the year, the Audit and Finance Committee performed its work in 
accordance with its term of reference and its work plan including:

•	 Receiving and reviewing quarterly financial update reports 
from management; 

•	 Reviewing and updating a variety of financial policies, including 
the organization’s investment policy, expense policies, along with 
aspects of a new financial policy manual; 

•	 Reviewing the organization’s insurance coverage; and

•	 Conducting in-depth review and providing direction on the 
annual operating budget and fees for the coming year. 

Where warranted, the Committee advanced recommendations to Council to accept 
and approve the various reports, policies and the budget.

On September 18, 2024, following the Committee’s review and meeting with the 
external auditor, RIBO Council approved the audited financial statements for the 
year ending July 31, 2024. The complete Audited Financial Statements can be found 
at the end of this Annual Report. A summary of the financial year follows.

Financial Highlights 

RIBO’s surplus of revenue over expenditures was $821,441 in 2024, compared to 
$702,739 in 2023, an increase of $118,702. Although we had budgeted for a modest 
deficit this year, a variety of factors contributed to this surplus, most significantly 
lower than anticipated salary, technology and rent expenses along with higher 
registration and examination volumes and higher than predicted interest income.

Revenues 

2024 revenues consisted of registration fees (81%), examination fees (12%), interest 
income (5%) and other service and late fees (2%).

Registration revenue and examination fee revenue both increased this year, as 
planned, with fee increases in both areas. Both categories were further bolstered by 
higher volumes in each area.

Interest income increased by 74% over 2023 due to both higher interest rates along 
with a larger balance earning interest. 

Other service fees consist of amounts collected for the accreditation of continuing 
education courses (63%), late fees (22%), preparing Certificate of Authority 
documentation (11%), and firm amalgamation processing fees (4%). Total Other service 
fees increased by 12% primarily as a result of the accreditation fee increases instituted 
this year.

Total revenue for the year amounted to $6,997,578 compared to $6,280,797 in 
the prior year.

REPORT from the   
Audit & Finance Committee

Frances Kordyback
CHAIR
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Expenditures  

A detailed breakdown of expenditures by category is included in the Statement of Operations and Changes 
in Operating Fund report included in the financial statements. 

As a service organization, RIBO’s single largest expense is salary and benefits, representing 59% of 
total operating costs. As of July 31, 2024, RIBO had 33 active full-time employees. Partial vacancies in a 
number of positions, including newly created roles, resulted in an unplanned 9% ($369,822) reduction in 
anticipated expenses in this area. This is the single greatest contributor to the operational surplus.

Complaints and disciplinary investigation and hearing costs increased almost 3.5 times in 2024 over 2023. 
This is a function of both increased committee activity in these areas and a greater reliance on outside 
investigative services, an approach adopted as a short-term mechanism for addressing vacancies in 
investigator positions during the first half of the year. 

Professional fees increased by 80% in 2024, largely due to the costs of developing and implementing the 
new by-laws.

Some smaller human resource and administrative initiatives including the development of updated 
policies and procedures, staff training and a research project on the use of artificial intelligence in the 
insurance industry led to an increase in office and general expenses.

Committee expenses were slightly higher this year, which was a combination of fewer in-person Council 
meetings, offset by an increase in Council and Committee member remuneration to bring it in line with the 
Ontario Government Agencies and Appointments Directive.

Other expense line items were in line with 2023.  

Financial Position  

RIBO’s overall financial position remains strong with sufficient reserves to address unexpected costs and/
or to invest in future strategic initiatives.

Cash holdings as of July 31, 2024, were $10,861,081 compared to $5,406,352 in 2023. This significant increase 
is a result of the timing of the collection of license renewal fees. In 2023, fees for the 2023/24 license year 
were collected primarily in the month of August, and therefore the related cash did not appear on the 2023 
year-end balance sheet. This year, most license renewal fees were collected in July and thus do appear on 
the 2024 balance sheet. Renewal fees represent approximately three-quarters of annual revenue, and the 
funds received are required to fund operations throughout the upcoming fiscal year.

The Operating Fund at year end stands at $5,252,584 compared to $4,431,143 in 2023 with the increase 
equaling the excess of revenue over operating expenses for the year.

I would like to conclude my Report with an acknowledgement of the dedication and professionalism of 
RIBO’s financial team and of my fellow committee members.
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Progress on the strategic plan

16

RIBO has completed the first two years of its 2022-2025 Strategic Plan. We remain on track to achieve 
all our goals. Below is an update on our progress.

Strategic Priority #1: Consumer Protection

Increasing awareness of RIBO’s mandate, expectations, and function is essential to enhancing consumer 
protection. This strategic priority is achieved by educating consumers on their rights, standards they should 
expect, and what they can do if they feel those standards have not been met. It also means increasing the 
level of support we offer to our licensees to ensure they maintain the level of competence that RIBO and 
the public expect of them. 

Below are the ways we have enhanced consumer protection.

•	 Finalization of our Risk-Based Spot Check Program 

Spot Checks are an integral part of RIBO’s public-protection mandate. These proactive reviews of 
brokerage operations and financial records ensure that licensees remain in compliance and that 
potential harms to consumers are identified and addressed before real harm occurs.  Section 17 (3) of 
the Registered Insurance Brokers Act, Regulation 991 gives RIBO the authority to conduct Spot Checks. 

As part of our Strategic Plan, we significantly modified the program to expand the scope of Spot 
Checks to include all aspects of a brokerage (operational and books, as well as records) and introduced 
a risk-based approach. This ensures that brokerages comply with the Registered Insurance Brokers Act, 
by-laws, regulations, including the Code of Conduct, and any other applicable legislation, regulations, 
rules, and guidelines, including the Insurance Act, Fair Treatment of Customers Guidelines and the Unfair or 
Deceptive Acts or Practices (UDAP) Rule. 

We launched Phase I of the new Spot Check program last year. We implemented the final phase of 
our modernized risk-based Spot Check program in May 2024. 

The program has thirteen modules. Some of the established risk criteria we use to identify brokerages 
for Spot Checks include complaints and discipline history, brokerage size, number of brokerage 
branches, and business type. Based on these, we determine the appropriate module to use. 

•	 Website Review and Update

RIBO’s website is one of the primary channels through which we provide information to the public and 
licensees. To be effective, important information must be available and presented in the optimal way.

In the first year of the Strategic Plan, we completed a comprehensive website review and worked with 
stakeholder groups to better understand their needs and determine how we could improve. After, we 
requested design proposals from a web development firm. 

This year, we began working with the firm to establish the improved web structure and design, and 
we are in the process of updating content for enhanced clarity. The new site will launch in 2025.

•	 New and Enhanced Broker Resources

As part of RIBO Council’s commitment to refresh existing guidance and develop new guidance in response 
to the broker industry’s needs, our policy team continued to grow over the last year. 

We established the broker reference manual, which included an updated Principal Broker Handbook, Code of 
Conduct Handbook, forms, Fact Sheets, and RIBO guidance.

We published Principal Broker Handbook supplementary material on cybersecurity best practices including 
cyber liability insurance. In its December 2022 report, the Auditor General of Ontario identified concerns 
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that brokers were not disclosing insurer ownership information to customers seeking auto insurance 
quotes. RIBO shared these concerns given existing conflict of interest requirements and released new 
Mandatory Disclosures Guidance, which clarified the need for brokers to disclose information related to 
conflicts of interest no later than at the time of quote. RIBO also made parallel updates to the Code of 
Conduct Handbook and the About Your Insurance Broker Fact Sheet. 

•	 Increased Understanding of the Industry and Marketplace

To ensure we fulfill and maximize our consumer protection mandate, it is vital that we remain informed 
about the industry and marketplace. A key benefit of being a self-regulatory body is that our membership 
is the industry. We rely heavily on our Council along with other formal and informal consultations with 
our licensees to inform our strategy.

As part of our Strategic Plan, we sought to ensure a solid understanding (and consider adoption of) practices 
used by other insurance intermediary regulators across Canada through increased participation with the 
Canadian Insurance Services Regulatory Organizations (CISRO). While we have been members of CISRO 
since its inception, we have increased our participation by joining more committees, sending more staff 
to meetings, and, although not specifically part of our Strategic Plan, RIBO CEO Patrick Ballantyne now 
serves as CISRO Chair. 

Understanding the ‘big picture’ of industry changes is important for us to further develop an agile and 
appropriate regulatory framework that appropriately protects consumers in today’s environment.  
We embarked on two research projects this past year for this reason.

Firstly, we launched a broker survey about market availability and accessibility for auto insurance in 
collaboration with the Financial Services Regulatory Authority of Ontario (FSRA) and supported by 
Queen’s University researchers. FSRA’s Consumer Office funded the research, and it was conducted by 
voluntary survey. Due to low survey participation not yielding statistically significant data, the project 
concluded prematurely.

RIBO intends to pursue future research initiatives that focus on assessing fair consumer treatment in the 
insurance marketplace. Reviewing mandatory surveys delivered during our annual renewal cycle or at 
other times during the licensing cycle will allow us to gather insight that can be used to inform future 
policy development.

Secondly, we have a responsibility to ensure that RIBO stays current with developments in broker technology 
and tools in the insurance industry more broadly. Insurers, insurance brokers, and others in the Property 
and Casualty (P&C) insurance sector are considering, developing, and adopting Artificial Intelligence (AI) 
tools. For example, P&C insurance companies are exploring AI with a focus on determining its application 
to accelerate and improve underwriting accuracy. Among Canadian brokers, however, there is very little 
information available on the specific uses of AI.  For this reason, RIBO commissioned research into the 
implications of AI for its mandate and for the sector more broadly. The report will be released later in 2024.

Strategic Priority #2: Efficiency and Financial Responsibility

As a responsible organization, we must ensure that RIBO operates efficiently and has the financial 
resources to fulfill its public protection mandate, while being fiscally responsible to the membership.

In the first year of our Strategic Plan, we implemented a series of internal tools including dashboards, 
forecasts, and analytical models to improve the planning and monitoring of our financial resources.  
We continue to utilize and refine these tools. Their accuracy and usefulness have allowed us to adjust our 
plans based on the results. Additionally, we started reviewing, enhancing and developing new internal 
financial policies to ensure we continue to strengthen the good governance practices surrounding the 
organization’s financial resources.

Over the past year, our increased technology use, introduction of new processes, and implementation 
of training initiatives have elevated our efficiency and allowed RIBO staff to focus on high-value work.  
See the Modernization section below for details.
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Strategic Priority #3: Modernization of our Practices

Broadly, our modernization approach includes investing in and leveraging technology, increasing our use 
of data in decision-making, and reviewing regulatory best practices, all with the goal of improving our 
operations and services delivered to licensees, applicants, and the public.

•	 Technology 

The most noteworthy technology initiative this year is the development and deployment of IRIS, our 
new registry management system.

IRIS replaces our internal database of 20,000+ registrants and serves as a new portal for brokers to 
conduct business with RIBO, including license renewals, a process which began in July. As of July 31, 
2024, approximately 15,000 brokers have logged into IRIS. We plan to release updates as we add new 
features. 

RIBO’s new risk-based Spot Check program (previously described) was implemented directly as a 
digital tool in the first year of the Strategic Plan. This year, we developed more modules to ensure 
that the Spot Checks align with the risk-based approach and are easy to use and to collect brokerage 
responses. The digital platform also lays the groundwork to conduct data and trend analyses of  
Spot Check results in future releases. 

We continue to work on the new Continuing Education Management System (CEMS), which is designed 
to allow brokers to track and report on their continuing education requirements. In anticipation of the 
next renewal season, we plan to launch this in June 2025.  

•	 Complaints and Discipline Process Design

Effective January 2, 2024, RIBO implemented new processes for the Complaints and Discipline 
Committees.

Now, the Complaints Committee can take remedial action in cases it deems appropriate. This may 
include issuing a caution to the licensee, giving them advice on how the situation should have been 
addressed or requiring a licensee to take an ethics course. This is yet another example of implementing 
a risk-based approach to professional regulation. Taking remedial action where warranted has 
streamlined the complaints process, diverting minor infractions from the Discipline Committee.  
High and/or higher risk matters will likely be referred to Discipline in most cases.

RIBO also continued its modernization and streamlining of activities in the discipline process.  
Rules of Procedure were implemented on January 2, 2024. 

This year, we introduced new tools for RIBO staff. These will integrate with IRIS and have significant 
productivity benefits. 

•	 Governance Modernization

On April 9, 2024, following approximately a year of development, RIBO licensees voted to confirm 
three new by-laws, replacing all previous by-laws. The new by-laws were developed as an initiative 
with three objectives: 

1.	 To modernize our governance approach,

2.	 To clarify and update existing requirements, and

3.	 To conform with Ontario’s Not-for-Profit Corporations Act, 2010. 

Throughout the development process, we explored approaches taken by other regulatory 
organizations and modern governance best practices and heeded the guidance of legal counsel to 
navigate legal requirements.

The two most significant changes relate to our licensing framework and the process of running 
for Council. 
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The license framework is now organized into three levels (Level 1, 2, and 3) without altering the 
products or services that brokers are allowed to offer. This simplifies and clarifies the framework and 
is part of our broader strategy to ensure that RIBO’s licensing process remains aligned with modern 
governance principles and industry best practices.

In alignment with modern best practices, RIBO has adopted a Composition Matrix (our take on the 
Skill Matrix) that allows Council to:

•	 Determine the skills and experiences most needed collectively on Council,

•	 Assess themselves against that skill profile, and 

•	 Determine what skills and experiences they would most benefit from adding in the 
coming election.

This new skills-centred, evaluation-and-recommendation-based process allows the membership to 
elect Council members based on what would best serve the organization. We look forward to the 
outcome of this new process at the Annual General Meeting. 

Strategic Priority #4: Professional Standards

In the first year of the Strategic Plan, we focused on reviewing entry level broker competencies, the 
development of the new RIBO Entry Level Broker Competency Profile, and the Level 1 exam blueprint. 
Work has continued with piloting of new exam questions with examinees. This is a key step toward full 
implementation of a refreshed exam, which will be effective on January 1, 2025.

These changes align with our overall effort to streamline the licensing process and focus on the most 
critical competencies required for brokers in today’s marketplace. The updated exam blueprint emphasizes 
competencies such as risk identification, professional ethics, and insurance product knowledge, which 
are critical to providing excellent service to clients and maintaining public trust. 

RIBO continues to chair the General Insurance Licensing Qualification Review (GILQR) as a member of 
CISRO. The last year focused on completing a detailed jurisdictional review complemented by interviews 
with regulators to support a better understanding of the commonalties and differences in qualification 
standards across Canada. This is a multi-year initiative that is expected to extend beyond 2025 and the 
current Strategic Plan.

As part of RIBO’s second year of its Strategic Plan, we indicated we would begin reviewing Level 2 
Technical and Level 3 Management exams. Given the ongoing increase in individuals qualifying for 
an exemption from the Level 2 exam, we did not see justification for incurring expenditures to review 
the existing Level 2 exam as initially intended. The need for a specialized exam that tests licensees 
on commercial competencies will instead be explored as part of a future review of RIBO’s overall 
licensing regime. 

The Level 3 exam remains critical for those aspiring to fill principal broker and management roles. 
One section of this exam was updated this year to reflect RIBO by-law changes. We will review and 
support this exam while exploring better ways to align it with evolving industry needs and our Level 1 
competency profile and blueprint.

RIBO will continue to report on its Strategic Plan and progress as part of its Annual Report. 

Below is a snapshot of progress of key initiatives after the Strategic Plan’s second year.



Strategic Priority #3: Modernization of our Practices

Development of IRIS (New Registry Management System)

Online License Applications (Individual)

Online License Applications (Firms)

Self-Serve Online Employment Change Module

Self-Serve Online Designated Individual Change Request Module

Continuing Education Management System (CEMS)

Corporate Governance Review

Data-Driven Decision-Making Culture

Improved Service Strategy/Approach

Strategic Priority #4: Professional Standards

Level 1 License Exam Review and Update

Continuing Education Program Review

Review of Level 2 and Management Equivalencies  
and Launch of New Exam

YEAR 1 YEAR 2 YEAR 3

Strategic Priority #1: Consumer Protection

New RIBO Website 

RIBO Licensee Reference Manual

Risk-based Spot Check Program - Phase I

Risk-based Spot Check Program - Phase II

Advancing the Consumer Voice

Modernizing Enforcement Approaches

Strategic Priority #2: Efficiency and Financial Responsibility 

Enhanced Financial Analytical and Monitoring Tools

Corporate Restructuring

Internal Training, Cross-Training, and Updated Processes

Fee Model Evaluation

Rationalization of Technology Tools

Span of Work

Completed Work

Planned Work
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Strategic Plan Progress Chart
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Meeting minutes

21

Minutes of the Forty-Second Annual General Meeting of Registrants of the Registered Insurance 
Brokers of Ontario held on Thursday, November 9, 2023, at 4:30 p.m., in-person and simulcast via live 
audio webcast at The Royal Canadian Military Institute (RCMI). 

•	 Opening of Meeting

The outgoing President, Rose Cavaliere, introduced members of the Board for 2023 that were 
in attendance either in-person or virtual.  They were Melissa Bajwa, Becki Carlson, Alyssa Keyes, 
Frances Kordyback, Rick Orr, Karol Pawlina, Jo-Anne Raymond, Christina Lee-Rotstein, Brent Stefan, 
Jordan Switzer and Thomas Watson. 

The Chairperson then introduced Patrick Ballantyne (Chief Executive Officer), Jessica Harper 
(Policy, Licensing and Standards Director), Sharon Seenath (Complaints, Conduct and Investigations 
Director), Mark Abraham (Finance and Corporate Services Director), and Sam Natur (Technology 
Enterprises Director).

•	 Appointment of Scrutineers: Report as to Quorum

The Chairperson called for the appointment of Meagan Mienstra and Vera Raposo to act as scrutineers 
of the meeting.  As there were no objections, the individuals were so appointed.

The scrutineers informed the Chairperson that a quorum of members was present.

•	 Notice of Meeting

The Chairperson advised that the Notice calling the meeting, together with the Annual Report and 
Financial Statements of the Corporation, were provided electronically in accordance with the  
By-Laws of the Corporation.

•	 Constitution of Meeting

As the Notice of Meeting had been duly given to the registrants of the Corporation entitled to receive 
such Notice and having been advised by the Scrutineers that a quorum of registrants was present, the 
Chairperson declared that the meeting was properly constituted for the transaction of business as set 
out in the Notice of Meeting. 

•	 Question Period Procedures

The Chairperson reviewed the procedures to be used during the question period following the 
business portion of the meeting.

•	 Minutes of the November 10, 2022, Annual General Meeting

The Chairperson inquired if there were any objections to the dispensing of the reading of the Minutes. 
There were no objections raised.   

It was moved by Becki Carlson and seconded by Jordan Switzer that the Minutes of the November 10, 
2022 Annual Meeting be approved as presented. Motion Carried.

Rose Cavaliere thanked all of those who joined us today for our hybrid Annual and General 
Meeting and expressed her pleasure in serving as RIBO’s President during this transformative and 
innovated year.   
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Her report included the following comments:

RIBO retains an overarching operational goal of modernization and of always seeking ways to improve. 
This year, these goals were reflected in a variety of significant initiatives. One that will be most 
visible to member brokerages is a rebuild of our Spot Check program. Commenced with RIBO’s ‘take 
all comers’ compliance audits, the new digital and ‘risk based’ program includes numerous modules 
that track different aspects of a brokerage’s business. These modules allow us to tailor Spot Checks 
to the particular risks within a brokerage, and to take a deeper dive into the most relevant brokerage 
operations all in support of better licensee compliance and consumer protection.  

Similarly, complaints intake is important to both members of the public and licensees. That intake 
function is also the gatekeeper for the compliance, conduct & investigations department. An effective 
and efficient triaging process gives RIBO the opportunity to focus resources on higher risk cases.  
In January 2023, RIBO implemented a new risk-based approach for triaging its complaints. RIBO 
also commenced a complete review of the processes of our complaints and discipline committees.  
This refresh includes a reconsideration of how investigations are presented to the complaints committee, 
how that carries out its responsibilities, and a documentation of the rules of practice for the discipline 
committee. These are key functions of any regulator, and this review has enabled us to ensure we have 
a modern and mature approach.  

RIBO has been processing a record number of applications for licensing, including individuals, firms and 
Managing General Agents (MGAs) operating in the P&C sector.  A key prerequisite to the application 
process is satisfying the licensing exam requirements. Online exams, while improving accessibility, 
have led to increases in the number of exam irregularities involving candidates. In response, RIBO 
has recently begun to utilize data forensics to address exam irregularities, and to apply a similar 
methodology of identifying exam irregularities between our two exam providers. 

RIBO is also setting common standards that our exam providers must meet to administer RIBO 
examinations. Further, RIBO has now developed an academic integrity policy that will standardize 
responses for exam providers when they detect instances of exam misconduct. 

With respect to the exam itself, RIBO undertook a review of its entry-level examination to ensure 
that the exam remains relevant to evolving industry needs as well as to enhance our efforts to prevent 
breaches. As part of this project, RIBO will continuously update the exam on a yearly basis. This will 
help maintain the fairness and integrity of the exam. RIBO has also decided to maintain a fully multiple-
choice format for the exam and will be increasing the number of questions from 90 back to 100.  

RIBO is replacing its current Registry Management System (RMS) with a new, custom-built Microsoft-
based solution. The new RMS will be the backbone of RIBO’s ongoing digital aspirations, and as a 
Microsoft-based system, it will afford considerably more internal control than we had with the legacy 
system. The transition to the new RMS is occurring during the fall of 2023. 

It goes without saying that RIBO is committed to the protection of the public. One way RIBO achieves 
this objective is through mandating certain disclosures. The broker must make available to their 
customer all relevant information that would allow that customer to make an informed purchase 
decision. In November of 2022, the Auditor General of Ontario issued a report on insurance regulation 
in the province. While primarily focusing on a review of the Financial Services Regulatory Authority 
of Ontario (FSRA), the report included some observations relating to RIBO’s oversight of brokers, 
specifically relating to disclosure requirements. And the Auditor General’s findings were consistent with 
RIBO’s own findings, and they reinforced our intention to clarify broker conflict of interest disclosure 
requirements. Our Spot Checks, as had the Auditor General’s, identified opportunities to improve the 
disclosure delivered to customers.  So, to that end RIBO will soon be releasing additional guidance on 
this important consumer issue.

The role of Managing General Agents in the Ontario insurance marketplace continues to grow and 
evolve. For over two decades, RIBO has licensed MGAs in Ontario on a voluntary basis, overseeing those 
licensees under largely the same regime as that applicable to brokers. With over 70 MGAs now licensed 
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with RIBO, and many more expected, Council believes it is appropriate to seek a more formalized 
solution to MGA oversight. RIBO looks forward to continuing discussions with the government and 
other stakeholders.

Consistent with RIBO’s modernization efforts, Council engaged in a governance review, specifically 
focusing on the composition of our Council and Committees.  One opportunity that was identified was 
to find ways to be more intentional about matching the skills and experiences that Council members 
bring to the table with what Council requires to best fulfill its role. In that spirit, Council developed 
and approved a composition skills matrix for those interested in serving on Council. This matrix was 
utilized in the 2023 election. 

RIBO believes this ongoing governance review is an appropriate and timely, with a view to helping 
ensure Council reflects the skills and experience necessary to support both our regulatory mandate 
and principles of modern governance. These changes were also considered in the context of a 
necessary transition of RIBO to a ‘not-for-profit corporation’ registered under Ontario’s Not-for-Profit 
Corporations Act, 2010, required by October 2024. Council has approved two of the three by-laws needed 
to establish the new ONCA compliant governance model. The third by-law, relating to categories of 
licenses within RIBO, is being finalized and will be considered at an upcoming Council meeting.  
All RIBO individual members will then have an opportunity to consider, approve and adopt these by-
laws at a future Special Meeting of the Members, expected early in 2024. 

RIBO has attained a level of maturity and confidence that enables thoughtful, creative, proactive, 
and occasionally difficult decision making. We were open to identifying and acting on opportunities 
to better fulfil our crucial public protection mandate. RIBO is here to protect the public by licensing 
brokers, and by establishing and enforcing practice standards. We are not, and never have been, an 
advocacy group for brokers. Serving on Council means that you provide input on how best to protect the 
citizens of Ontario in all transactions with every general insurance broker anywhere in the province. 
Broker self-interest must play no role at all at RIBO, whether in the day-to-day operations conducted 
by our excellent staff, or in the higher-level policy deliberations of Council, or in the challenging work 
of our administrative panels such as the Discipline Committee. Being a self-regulatory organization is 
a privilege that we can never take for granted. Since 1981, RIBO has worked hard to maintain the trust 
shown to us by the government of Ontario to govern our affairs in the public interest. 

•	 Announcement of Chris Ward Memorial Award

The Chairperson advised that this year we have a three-way tie, and the recipients of the Chris Ward 
Memorial Award are Priya Gosal of Insurance & Financial Services Inc., Katelyn Richardson of Norwich 
Insurance Brokers O/B 1129337 Ontario Inc., and Kevin Wisdom of Canadian Insurance Alliance for 
their achievement in receiving the highest mark on their first attempt of the Level II Examination.  

•	 Presentation of the Donald W. Lambie Education Award 

The Chairperson advised that this year’s recipient of the Donald W. Lambie Education Award is 
Gurpreet Kaur of AON Reed Stenhouse for his achievement in receiving the highest mark in the initial 
RIBO Qualification Examination.  

•	 Presentation of Annual Report

The Chairperson introduced the first item of business, namely the presentation of the Annual Report of 
the Corporation for the year ended July 31, 2023. The Chairperson requested that a copy of the Annual 
Report be filed with the Minutes of this meeting.  

It was moved by Jo-Anne Raymond and seconded by Melissa Bajwa that registrants approve the 
adoption of the Annual Report of the Corporation for the year ended July 31, 2023, including the 
standing Committee Reports and the Auditors’ Report on the Financial Statements.  Motion Carried.
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•	 Appointment of Auditors

The Chairperson then requested that Kyle Snyder of PricewaterhouseCoopers read the auditors’ 
report to members.

Following the reading of the auditors’ report, the Chairperson inquired if registrants had any questions.  
There were no queries at this time.

It was moved Thomas Watson and seconded by Alyssa Keyes that PricewaterhouseCoopers be  
re-appointed as Auditors of the Corporation until the next Annual Meeting or until their successors 
are appointed, and their remuneration as such be fixed by the Council, and the Council be authorized 
to fix such remuneration. Motion Carried.

•	 Election Results

The Chairperson called upon the CEO to announce the results of the election. The CEO, Patrick 
Ballantyne, reported that this year there were three positions open for Council.  

The two candidates re-elected to Council this year are Rick Orr and Thomas Watson and the new 
candidate elected to Council this year is Hugh Fardy.

The Chairperson congratulated Rick Orr and Thomas Watson on their re-appointments to RIBO 
Council and congratulated and welcomed Hugh Fardy to RIBO Council. 

The Chairperson noted that after serving two three-year terms, this is the end of her term as RIBO 
President and her time on RIBO Council. 

•	 Question Period 

The Chairperson asked at this time if there were any questions from the members.

There were no questions.

•	 Termination of Meeting 

On behalf of Council, the Chairperson expressed her appreciation to all registrants joining the hybrid 
meeting this year.

The Chairperson then requested a motion from the floor to adjourn the meeting.

At 4:57 p.m., there being no further business, it was moved by Brent Stefan that the meeting be 
adjourned, whereupon the Chairperson declared the meeting adjourned. Motion Carried.
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