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COMPLAINT HANDLING POLICY 
 

Resolving Client Complaints or other Concerns  
Haywood is committed to providing you with the level of service you have come to expect of us, 
including the prompt and fair resolution of any concern or complaint you may have about the handling 
of your account. If you are unable to satisfactorily resolve with your investment advisor any complaint 
or other concern you may have about the handling of your account, we would ask you to direct them 
to the Branch Manager of the branch where your investment advisor is located or to the attention of 
our Chief Compliance Officer. We encourage you to take the additional time to put any complaint or 
other concern you have in writing as it is our experience that client complaints and concerns are 
typically resolved faster, if not more satisfactorily when they are.  
 
Our Branch Manager or Chief Compliance Officer, whose contact particulars are set out below for your 
convenience, will promptly undertake an initial review of your complaint and will either attempt to 
resolve it directly with you or, if it involves any allegation of misconduct, will refer it to our Designated 
Complaints Officer for investigation and resolution. In the event of a referral, our Designated 
Complaints Officer will, within five (5) business days of its receipt, formally acknowledge your 
complaint in writing, advise you of the person who will be handling your complaint, and will provide 
you a copy of 1) The Canadian Investment Regulatory Organization (“CIRO”) brochures: “An Investor’s 
Guide to Making a Complaint” & “How Can I Get My Money Back?” and 2) The investor brochure 
supplied by the Ombudsman for Banking Services and Investments (“OBSI”) that outlines their non-
binding complaint resolution services. Both of which we encourage you to read carefully.  
 
It is our policy to complete our investigation and response to your complaint as soon as practicable but 
it in any event within 90 days of its receipt. If our investigation takes longer than 90 days to complete, 
we will keep you informed of its progress. You are entitled throughout the process to contact the 
person in charge of your investigation. You may be asked to provide additional information. After we 
complete our investigation, we will provide you with a written response which will contain: (i) a 
summary of your complaint, (ii) the results of our investigation, (iii) our recommendation for 
resolution, (iv) the reasons for our proposed resolution, and (v) the options available to you in the 
event you are dissatisfied with our proposed resolution, namely how to pursue a complaint with the 
CIRO and engage the investor services of the OBSI.  
 
If you have any questions about our complaint handling process, please feel free to direct your written 
enquiries to our Chief Compliance Officer (CCO). Compliance contacts at our respective offices are 
listed below. 
 
Toronto Branch Office 
David Shemilt, Branch Manager  
Suite 2910 – 181 Bay Street  
Toronto, ON M5J 2T3  
416-507-2300 
1-866-615-2225 (Toll-Free)  
dshemilt@haywood.com 
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Calgary Branch Office 
Tony Migliarese, Branch Manager  
Suite 400 – 808 First Street SW  
Calgary, AB T2P 1M9  
403-509-1900 
1-877-604-0044 (Toll-Free) 
tmigliarese@haywood.com 
 
Vancouver Head Office  
Bruce Thompson, CCO 
Suite 700 – 200 Burrard Street  
Vancouver, BC V6C 3L6  
604-697-7100 
1-800-663-9499 (Toll Free) 
bthompson@haywood.com 


