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A New Road Ahead



The economic fallout from the 
Fort McMurray wildfires, flooding 
in southwestern Ontario, and the 
ongoing battle to reduce Ontario 
auto insurance premiums marked an 
arduous year for consumers.

As the P&C insurance industry’s 
voice, Insurance Bureau of Canada 
(IBC) continues to focus on working 
with the provincial and federal 
governments to support consumers 
during these challenging times. In 
Ontario, this includes working with the 
province to establish a new insurance, 
consumer-focused regulator, the 
Financial Services Regulatory Agency 
(FSRA), and engaging David Marshall 
in his role as advisor to the finance 
minister tasked with reducing auto 
insurance costs.

IBC believes that an informed 
consumer is a well-protected one. 
And IBC knows that in addition to 
being a trusted information source, 
it’s equally important to be accessible 

to consumers in the forum and 
manner of their choice. Consumers 
continue to embrace technology, 
incorporating it into their everyday 
activities, and expect the institutions 
with which they interact to respond 
in kind. As part of its focus to improve 
the consumer experience, the P&C 
insurance industry welcomes the 
opportunity to exchange ideas on 
how regulatory frameworks can reflect 
modern-day realities – some examples 
include IBC’s pre-budget submissions 
and response to the government’s  
Red Tape Challenge, available on 
www.ibc.ca.

IBC is honoured to serve Ontarians 
and is committed to partnering with 
all levels of government on solutions 
that make a positive difference in 
Ontarians’ lives.   

Kim Donaldson 
Vice-President, Ontario

The year 2016 was challenging for both Canada and Ontario. 
The first three quarters of the year alone saw the worst insured 
losses for the property and casualty (P&C) insurance industry in 
the past 15 years. 
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Contributing to  
Ontario’s Economy 

Highlights from 2015:

Taxes 16.1% 

Claims 55.0% 
Operating expenses 20.7% 

8.2% 

Bonds 75.4%
Shares 11.7%
Other investments 8.2%
Term deposits 3.5%
Mortgages 1.0% 

Real Estate 0.1% 

How the insurance dollar is spent
7-year average, 2009–2015, as % of revenue

Taxes and levies: $2.7 billion  

Direct claims incurred: $14 billion 
Including:
  Auto claims: $8.7 billion
  Personal property claims: $1.9 billion 
  Commercial property claims: $1.2 billion
   Liability and other claims: $2.7 billion 
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The P&C insurance industry has a 
long history of working with the 
government of Ontario toward an 
affordable and sustainable auto 
insurance system for consumers. 
Steps taken by the government 
have already reduced the average 
insurance premium by more than 8% 
since the third quarter of 2013. But 
more work is needed. 

While IBC and its members currently 
await Mr. Marshall’s recommendations 
for improving the system, IBC has 
identified two long-term areas of 
focus: reducing insurance fraud and 
enhancing financial literacy.

Insurance fraud threatens the 
affordability and availability of 
insurance products essential to 
Ontarians. In 2015, the estimated 
cost of premeditated auto insurance 
fraud to consumers was $1.3 billion. 
The government’s commitment 
to establish a Serious Fraud Office 
to build upon the P&C insurance 
industry’s efforts to crack down 
on these fraudulent activities 
will significantly help to stabilize 
insurance premiums. 

Prioritizing Auto Reforms   
Auto insurance keeps Ontarians moving and boosts the provincial 
economy, providing coverage for over 9.6 million* drivers – this 
includes repairing vehicles, protecting passengers and pedestrians 
and supporting recovery from injuries in the unfortunate event that 
someone is injured in a collision. 

*Source: Ministry of Transportation, 2014.
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In addition, facilitating basic financial literacy is crucial to the viability of auto 
insurance. This includes using plain language to help Ontarians understand 
their auto insurance coverage, the choices they make, and the rights and 
responsibilities afforded to them under their policies. 

Ontarians deserve a sustainable, affordable auto insurance product. On behalf 
of its members, IBC is committed to helping the province improve auto 
insurance for consumers.

$63,667

$42,677

$48,818

Ontario

Alberta

Atlantic

Average injury claims cost in 2015

$1,179

$1,458

$842

Ontario

Alberta

Atlantic

Average car insurance premiums for 2015

Source: IBC, with data from General Insurance Statistical Agency (GISA), 2015
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Adapting to Severe Weather  
and Natural Disasters 
The disturbing trend of catastrophic natural events continued  
in 2016.

Canada’s costliest natural disaster left a desolate landscape of burned-out homes and vehicles in its wake.

According to Catastrophe Indices and 
Quantification Inc., last year’s annual 
tally for insured damage, fueled in part 
by the Fort McMurray, Alberta wildfire, 
surpassed $4.9 billion —shattering the 
2013 record of $3.2 billion.

Insurers served as “second responders,” 
as they often do in the recovery period 
after catastrophe strikes. Within hours 
of the Fort McMurray evacuation, 
insurers set up booths and tables 
in evacuation centres to answer 
questions, begin the claims process 
and provide evacuees with funds 
to get through the first few weeks. 
Here are some of the efforts that IBC 
made, on behalf of the P&C insurance 
industry, to help Fort McMurray 
residents:  

    Dispatched IBC’s Community 
Assistance Mobile Pavilion (CAMP) 
to provide onsite insurance 
support at evacuation centres

    Worked with government and 
emergency management officials 
to ensure the distribution of timely 
insurance information 

    Coordinated the cleanup, through 
local contractors, of nearly 12,000 
contaminated refrigerators and 
freezers as the first priority in the 
overall debris removal process

    Facilitated a mass demolition 
removal program using a local 
contractor to support the region’s 
economy

    Engaged evacuees via social media 
to help them connect with their 
insurers, dispel insurance myths, 
address complaints and offer 
insights.

The recovery and rebuilding process 
will be a long one, but the P&C 
insurance industry is committed to 
being there every step of the way.
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Here in Ontario, floods continue to top the list of severe weather 
concerns. Last September, heavy rains triggered substantial 
flooding in southwestern Ontario, with states of emergency 
declared in Windsor and Tecumseh. IBC’s CAMP was dispatched 
to assist residents in connecting with their insurers to begin the 
claims process and to answer insurance-related questions.

IBC is also working hard to help 
communities adapt to extreme 
weather and prepare for disaster 
before it happens. With the federal 
and provincial governments 
committed to this urgent long-term 
issue, IBC is proud to work alongside 
them in developing innovative 
solutions to adapt to severe weather, 
prepare for natural disasters and 
mitigate the effects of climate 
change. IBC’s role includes:

    Advocating for a national strategy 
to address flood risk that includes 
improved building codes, 
infrastructure investments, risk 
assessment and flood mitigation 

    Exploring possible solutions to 
the macroeconomic impacts and 

systemic financial risk that a major 
earthquake would cause 

    Supporting the efforts of like-
minded organizations to address 
the need for severe weather and 
natural disaster preparedness 

    Communicating extensively 
with provincial emergency 
organizations across the country.

Moving forward, the P&C insurance 
industry is committed to sharing 
the lessons learned from Fort 
McMurray and the southwestern 
Ontario floods to inform future 
disaster and emergency responses. 
IBC is committed to working with 
governments of all levels on this 
shared priority.  

Emergency crews navigate a flooded street in Tecumseh following an unprecedented storm in September. 

Source: Louie Fiorino (Facebook).
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  Working partnerships with Institute for Catastrophic Loss Reduction (ICLR) 
and the Intact Centre on Climate Adaptation 

  Longstanding sponsorship of the Association of Municipalities of Ontario 
and its annual conference

  Insurance sessions and presentations to stakeholders including the City 
of Markham, City of London, City of Mississauga, Dufferin County, Perth 
County, Toronto Region Conservation Authority, Hamilton YWCA, Ontario 
Road Builders’ Association, Windsor-Essex Economic Development 
Corporation, Ontario Association of Fire Chiefs, and Ontario Association of 
Chiefs of Police (OAFC) 

  Joint submission to the Federal-Provincial-Territorial Working Group 
on Climate Adaptation and Resilience, along with the Intact Centre on 
Climate Adaptation, ICLR, University of Prince Edward Island, and Ducks 
Unlimited Canada, with suggestions on improving homeowner resiliency 
to flooding and severe weather.

The P&C insurance industry believes in working with partners to 
contribute to a resilient and thriving Ontario. Some examples of 
IBC’s support include: 

Building Strong,  
Resilient Communities 

Pete Karageorgos, Director, Consumer and Industry 
Relations, Ontario, IBC, addresses attendees at the 

OAFC Annual Conference and Trade Show.

Kim Donaldson, Vice-President, Ontario, IBC,  
with Vic Fedeli, MPP for Nipissing at the 2016 

International Plowing Match during  
IBC’s consumer tour.
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In addition, IBC makes every effort to keep consumers informed on insurance-
related matters. In 2016, IBC connected with millions of Canadians by:

  Responding to over 11,600 
inquiries through our Ontario 
Consumer Information Centre, 
with the following details:

  • 57% auto insurance
  • 27% miscellaneous
  • 12% property insurance
  • 4% commercial insurance

  Issuing 110 media releases, 
generating 8,800 articles

  Hosting more than 618,000 
visits to www.ibc.ca – a 32% 
increase from 2015

  Sharing insurance information 
with over 15,000 Twitter 
followers, resulting in 115 million 
Twitter impressions, to help 
consumers make informed 
choices  

 Responding to 730 media calls

  Participating in 326 events, 
speaking engagements and 
sponsorships 

Don Forgeron, President and CEO, IBC, speaks 
about the financial implications of a major 
earthquake to the Canadian economy as outlined 
in a report by the C.D. Howe Institute. 

Ontarians take a selfie at IBC’s booth for the launch 
of Emergency Preparedness Week. 
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 Call the police if: 

 • Someone is hurt
 •  You suspect the other driver 

may be guilty of a crime such 
as impaired driving or staging a 
collision

 •  There is significant property 
damage or your vehicle isn’t 
suitable for driving.

  If it’s safe to do so, move your 
vehicle to the side of the road. If not, 
turn on your hazard lights, and use 
cones, warning triangles or flares to 
mark the scene. 

  Never admit fault for the collision, 
sign any documents to specify fault 
or promise to pay for damage.

  Record collision details about how, 
when, and where it happened, 
including the time, date, location, 
speed, weather and road conditions. 
Other important information 
includes the other driver’s name, 
address, phone number and that 
of his/her passengers, licence plate 
number, vehicle make and model; 
and name and badge number of 
any attending police officer.

  Keep supporting documents 
including photos, towing bills and 
the accident report, if any. 

  Notify your insurer promptly. In 
Ontario, you must provide notice 
in writing within seven days of the 

collision. If not, your insurer may not 
be legally bound to honour it. 

  If filing a claim for loss or damage 
to your vehicle, you must complete 
a written declaration (proof of loss) 
within 90 days of the collision. Fault 
for the collision is determined based 
on provincial legislation and other 
factors.

  Wait to hear from your insurer 
regarding next steps to have the 
damage evaluated (by a claims 
specialist or adjuster) and the 
vehicle repaired or replaced. You will 
be given the opportunity to come 
to an agreement regarding the 
amount of your loss or damage. 

  Discuss with your insurer whether 
you can use an auto repair shop of 
your choice. Be sure to confirm that 
the repair shop respects the price 
and specifications agreed upon 
with your insurer. 

Keeping Consumers Informed 
An auto collision is a daunting and exhausting experience. 
As part of its ongoing consumer support, IBC has identified 
the following tips to facilitate the insurance process:
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Auto insurance
	      Claims history of the policyholder
	      Driving record of the policyholder and other household drivers 

(at-fault collisions, moving violations, etc.)
	      Vehicle type (make, model, year, etc.)
	      Vehicle repair cost and/or replacement value
	      Collision and crime rates where vehicle is usually parked
	      Driving distance 
	      Additional coverage, deductible and discounts

Home insurance
	      Age, size and location of residence
	      Types and quality of finishes and materials
	      Residence replacement cost
	      Residence type (single-family dwelling, apartment, etc.)
	      Residence construction material used (brick, cement, etc.)
	      Distance from fire hydrant and fire station
	      Claims history of the policyholder
	      Crime rates of residence location
	      Additional coverage, deductible and discounts

IBC encourages consumers to speak to their insurance representatives  
about available discounts.

Understanding Insurance
Insurers use extensive data and historical trends to produce 
fair and accurate rates. Here are some of the factors that 
insurers use to set premiums.
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To help Canadian seniors adapt to life’s challenges, whether at home or in  
the community, IBC offers these practical safety tips: 

Inside the Home
Entrances, doorways, stairways 
and hallways

  Ensure rooms, entrances, 
doorways, hallways and stairways 
are well-lit, with light switches at 
the top and bottom of the stairs. 

  Secure rugs and mats in place to 
prevent them from slipping. 

  Wire clips are useful to help pin 
down electrical cords along 
the walls rather than across the 
floors.

  Make sure your house number is 
visible. Keep a clear description 
of directions to your home by 
each phone. 

Bathroom

  Install grab bars and non-slip 
surfaces in the shower and 
bathtub.

  Install a device that prevents 
water from reaching a scalding 
temperature.

  Always keep a well-stocked first  
aid kit.

Helping Seniors to Live Safely at 
Home and in Their Community 
IBC knows the importance of building strong communities 
with additional support for their most vulnerable residents. 
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Kitchen

  Keep pots and pans in easy-to-
reach locations, usually between 
knee and shoulder level. Pull-out 
shelves are ideal. 

  Use appliances with automatic 
shut-off capabilities.

  Install a smoke alarm and fire 
extinguisher close to the kitchen.

Basement, laundry room and 
garage

  Ensure that the basement, 
laundry room and garage area 
are well-lit and well-ventilated.

  Label chemicals such as bleach 
and paint thinners so that they’re 
easily identifiable.

Closet and storage areas

  Install lights in closets.

  Store heavy items on lower 
shelves.

Bedroom

  Install night lights in and outside 
the bedroom.

  Keep a flashlight nearby for 
emergencies.

  Keep a cordless phone, with a list 
of emergency contact numbers, 
near your bed.

Outside the Home
  Bring a cellphone, a charger,  

and your medication each time 
you leave the house.  

  Let someone know where you’re 
going, how you’re getting there 
and what time you expect to 
return.

  Keep an emergency kit in  
your car.
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The perception of insurance crime as 
victimless simply isn’t the case. When 
someone steals a vehicle or makes a 
false claim, everyone has to pay more 
than they should for insurance.

IBC’s Investigative Services team 
effectively fights these crimes and their 
costly impact on Canadians. Using data 
analytics and years of expertise, the 
team is adept at identifying patterns 
and emerging trends in insurance 
crime. IBC also shares intelligence and 
analysis with its members, trains law 
enforcement and industry colleagues, 
works to increase consumer awareness, 
and leverages partnerships as part of  
its efforts.

One of IBC’s most successful initiatives 
is its National Cargo Theft Reporting 
Program. Launched with the 
Canadian Trucking Alliance in 2014, 
the program addresses the previous 
lack of centralized reporting related 
to truck, trailer and cargo theft. With 
information supplied by insurance 
companies, law enforcement, the 
trucking industry and retailers, the 

program has enabled faster analysis 
and management of recovered 
property.     

The increase in information-sharing 
among stakeholders has resulted in 
several large gains against insurance 
criminals. In 2016 alone, we made the 
following strides: 

  Seized 466 vehicles bound for 
export, with an estimated value 
of $16.5 million, at the ports of 
Montreal and Halifax. 

  Saw 208 charges laid following 
investigations into injury fraud, and 
auto and cargo theft.

  Recovered total stolen cargo valued 
at $25 million.

  Convictions of four clinic principals 
in Toronto and the conviction and 
dismissal of a Peel Regional Police 
officer following two major injury 
fraud investigations. 

Together with its partners, IBC is 
committed to making a significant 
dent in insurance crime.  

Fighting Insurance Crime 
Insurance crime comes in many forms – from staged collisions 
to auto and cargo theft. 

The use of Twitter 
flags is particularly 

effective in IBC's 
efforts to raise 

awareness of the 
impact of insurance 

crime.
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Addressing Property Insurance 
Insurers have been facing higher costs for property insurance claims. 

Why are claims costs higher?
  The increase in severe weather 

events brings more frequent and 
intense rain, snow and high winds

  Inadequate and aging 
infrastructure can’t handle  
the amount of water

  More finished basements, with 
more expensive contents, cost 
more to replace.

Will my premium go up even if I 
haven’t made a claim?
It depends. When people buy 
insurance policies, their insurer places 
the money into a pool to help the few 
individuals who will suffer a financial 
hardship – as a result of a fire, collision 
or business interruption, for example 
– during that year. A premium is based 
on how likely it is that the individual 
buying the insurance will make a 
claim and collect from the pool. 

When total claims costs are expected 
to rise, insurers must collect enough 
premiums for the pool to cover the 
expected increase in payouts. Some 
insurers may increase premiums as  
a result. 

Could government regulation help 
to lower premiums?
No. More regulation only adds more 
costs to the system. In a competitive 
market where companies compete for 
business every year, premium costs will 
drop when claims costs drop. 

What’s the solution?
By adapting to severe weather, 
insurers, governments and 
homeowners can all do their part to 
help reduce claims – and premiums.

Insurers are:
  Encouraging governments to 

invest in infrastructure
  Working on a national strategy  

to address residential flooding
  Showing consumers how to 

protect their property.

Communities can:
  Upgrade municipal sewer and 

stormwater infrastructure
  Invest in flood defence 

infrastructure and restrict 
development in flood-prone areas

  Encourage innovative land-use 
planning (for example, using 
more green spaces to absorb 
rainfall).

Homeowners can:
  Install sewer backwater valves 

and sump pumps
  Fix cracks and waterproof 

foundations
  Disconnect downspouts from 

sewer systems and ensure water 
drains away from their homes

  Shop around for quotes from 
different insurers

  Check policies to ensure 
sufficient coverage. 



If you have questions, we can help.
IBC’s Consumer Information Centre
Tel:   416-362-9528
Toll-free:  1-844-2ask-IBC (1-844-227-5422)
Hours:  M-F 9:00a.m. – 5:00 p.m.

Visit www.ibc.ca
Follow us on Twitter 
@ InsuranceBureau
@ IBC_Ontario

For additional copies of this publication, contact: 
IBC Member Services
memberservices@ibc.ca 

IBC is the national industry association representing Canada’s private 
home, auto and business insurers. Its member companies represent  
90% of the property and casualty insurance market in Canada. 

Data in this brochure are from 2014, 2015 or 2016 depending on when sources release their 
information, and have been gathered from several national and international sources, including IBC. 
In some instances, figures may not add up to 100% as a result of rounding. Because sources collect 
data in different ways, there may be small differences among similar data.
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