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Our Commitments

Deliver legendary
customer service
We work hard to go above and beyond for our customers
every time. In 2009, we contacted over 600,000 customers
to determine service satisfaction levels. Customers tell us
they feel valued and that we show genuine interest in
being helpful and meeting their needs.

On both sides of the border, our branches and stores are
open 50% longer than our competitors – it’s just one of the
ways we offer the most convenience to our customers and clients.

Help our customers in tough times

In 2009 the impact of the global economic crisis caused unprecedented
turmoil in the financial marketplace. Our customers faced real and
significant problems and we wanted to help. We launched TD Helps, a
program to provide Canadian customers with practical solutions enabling
them to keep their homes and manage their non-mortgage debt and to
help small-business banking customers with cash flow.

By the end of the year, our program made a real difference in the lives of
more than 24,000 customers.

Run a Sound Bank

Many of our customers in the United States were concerned about bank
failure. We talked to our customers about the safety and soundness of TD
and backed this up by delivering solid results and opening more branches.
We strive to operate with excellence and take only risks that we
understand and can manage.

In 2009 TD proved to be one of the world’s most sound, best capitalized
and best managed banks and one of the few in the world rated Aaa by
Moody’s.

Serve a Diverse Customer Base

Whether it’s through our multi-language online service and automated banking machine network, our
numerous branch locations in ethnic communities or our ongoing improvements to the accessibility of
our customer locations, we work to ensure that our products and services are inclusive and accessible.

A Rapid Response:

One of the challenges we faced in 2009 was during the integration of TD Bank. We experienced an
overnight batch processing problem that caused some temporary loss of service. A 24/7 task force
quickly solved the technical issue. We refunded incurred fees to customers, empowered employees
to resolve issues and placed full-page advertisements to apologize. Read more about the
integration of TD Bank.
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