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A message from Charlie Baillie, Chairman of the Board,
and Ed Clark, President and Chief Executive Officer, to our
community stakeholders.
Contributing leadership, expertise and resources to support
the economic vitality and development of Canadian society.
Supporting a wide variety of worthy causes that help
create brighter futures for our children, communities and
environment.
Providing a comfortable experience for our diverse customers
by being responsive to their financial needs.
Meeting employee needs through programs that instil
a positive work environment with flexibility, diversity,
recognition and support.
Adhering to stringent standards of corporate governance to
provide the highest level of transparency and accountability.
Providing information on declarants, affiliates, facility
openings and closings.
Highlighting our activities and contributions in 2002.
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What this report covers
The TDBFG Accountability Report 2002 is being filed as the public accountability statement
required for The Toronto-Dominion Bank (“TD Bank”, or the “Bank”). Refer to pages 36 and
37 for more information on our prescribed affiliates and for the public accountability statement
required for TD Mortgage Corporation, Canada Trustco Mortgage Corporation and The Canada
Trust Company.
This Report represents activities undertaken in the TDBFG 2002 fiscal year (November 1,
2001 – October 31, 2002). Unless noted otherwise, any reference in the text to 2002,
for purposes of simplicity, means our 2002 fiscal year. All numbers refer to the Canadian
operations of TDBFG and include all businesses and affiliates that operate under TDBFG,
unless noted otherwise. There are instances in this Report where the brand names for different
divisions of TDBFG, such as TD Canada Trust, TD Wealth Management and TD Waterhouse,
are used.
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T H E F U T U R E M AT T E R S

To TD Bank Financial Group

In this, the first annual Accountability Report of TD Bank Financial Group †† (“TDBFG”),
we are pleased to provide important information for all our community stakeholders about
our efforts to address the things that matter to them, and, in turn, to us.
We are deeply aware that our stakeholders, including customers, employees, shareholders
and the communities in which we do business, are our real future. Vigorously promoting
and supporting the needs of each, and being open and transparent about how we do so,
is integral to building long-term relationships and success.
At TDBFG, we strive to create value for our shareholders, offer diverse and accessible
financial services for our customers, provide rewarding careers for employees, demon
strate exemplary ethical standards and improve the quality of life in our communities.
Many of our activities target longer-term needs that we believe must be addressed now to
ensure success tomorrow. This is particularly true of our community giving programs that
emphasize investing in the future of our children and the environment.
We’re committed to this forward-looking approach because it matters to our stakehold
ers: customers want to achieve their financial goals, employees want to manage their
changing personal and professional lives, and shareholders want long-term value. The
future also matters deeply to all Canadians as they contemplate the health of cherished
elements of our shared society.
As a beneficiary of and contributor to Canadian society, TDBFG has a natural interest
in our country’s well-being. We recognize that companies like ours have the ability, and a
responsibility, to step forward to help support the social, cultural, economic and environ
mental enrichment of our communities and its members. Highlighted in this Report are
some of our efforts over
the past year. While we feel
that we’ve made a real
difference, we also acknowl
edge that there is still much
to be done. It’s an ongoing
process, and we trust this
Report shows our commit
ments and contributions
as we pay serious attention
to what counts to our
stakeholders.

W. Edmund Clark

A. Charles Baillie

President and Chief Executive Officer

Chairman of the Board

January 23, 2003
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T H E F U T U R E M AT T E R S

To Canadians
At TDBFG, we recognize that we
can help shape positive futures
for the many Canadians we touch
every day: through our day-to-day
activities as a financial services
provider, as a major employer,
and as an actively involved mem
ber of the communities we serve.
We also realize that it’s impor
tant to contribute to the future
prosperity of our communities,
the economic environment in
which we operate, and the
vitality of Canadian society as
a whole. As a major financial
institution in Canada, TDBFG
is in a fortunate position. We
have a depth of experience and
resources at our disposal, and
possess expertise in obvious
disciplines such as banking and
finance but also in areas like
technology, e-business, security
and privacy.
What all that means is that
we can – and should – play an
active role in the society we’re a
part of. We believe that as a good
corporate citizen, we must take
leadership by collaborating with
civic leaders and community
groups to address economic
development issues… by lending
our voice to public discussion on
the crucial challenges facing our
country… and by sharing with
others the knowledge and ideas
that we have fostered within our
own organization.

“The future’s about more than achieving short-term
business or community goals – it’s about building
a framework today for long-term success in the
decades ahead,” says Don Drummond, TDBFG’s
Senior Vice President and Chief Economist.
Don Drummond (right) and TDBFG’s Senior Economist Derek Burleton (left) prepared comprehen
sive studies in 2002 on the challenges facing Canada’s growing cities. “It feels good to know that
our work can trigger real, fundamental changes that can improve the quality of life for millions of
Canadians,” says Derek.
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THE FUTURE MATTERS

Contributing to discussion on
Canada’s future
“Canada’s quality of life is one of the best in the world, but
we must start making choices about our future if we want
to preserve the elements of society that make us distinct.”
Charlie Baillie, Chairman of the Board, TDBFG.

Left TDBFG Chairman of
the Board Charlie Baillie
addresses government,
business, academic and civic
leaders at the TD Forum on
Canada’s Standard of Living
in Ottawa.

3

More than 45 discussion papers were submitted and
reviewed by leaders from all sectors – on topics as varied
as ways to integrate the skills recent immigrants bring
to Canada to encouraging increased productivity among
manufacturers.
Participants identified common themes, including develop
ing Canada’s human capital and strengthening its social
and economic framework, with specific proposals for action.
The key recommendations were presented at the Government
of Canada’s Innovation Summit in November 2002, and
also shared with provincial and local governments for their
consideration.
Forum moderator and former Ontario Premier the
Honourable Bob Rae noted that Canada’s future depends on
co-operation by diverse groups at events like the TD Forum:
“There is consensus to make change happen and to do it in
a practical way. Our future depends on leadership, not from
government alone, but across all sectors – including business,
government, labour and not-for-profit groups. This Forum has
brought together great minds from many walks of life to help
ensure our nation thrives in the new century.”

Photo: Jonathan Hayward

In partnership with the Conference Board of Canada, we
organized and sponsored the TD Forum on Canada’s Standard
of Living on October 8, 2002. Leaders from business,
academia, government, labour and the not-for-profit sector
gathered in Ottawa to discuss practical ways of raising
Canada’s standard of living.
The Forum was inspired by a challenge issued by Charlie
Baillie, then Chairman and CEO of TDBFG. Noting that
Canada’s standard of living had declined in recent years rela
tive to the United States, Mr. Baillie, in a series of speeches
made in 2001 and 2002, suggested that Canadians rally
around an objective of exceeding the U.S. standard of living
within 15 years.
The TD Forum on Canada’s Standard of Living was
organized as a means to encourage tangible, practical partici
pation by the private and public sectors in the debate on
Canada’s economic future. Canadians were invited to submit
ideas that could help protect and enhance distinct facets of
Canadian culture, including the health care system, education
and our cities.

TO CANADIANS

Centre TD Forum speaker the
Honourable Donald Johnston,
Secretary-General of the
Organization for Economic Cooperation and Development,
discusses raising Canada’s
gross domestic product.

Right Panellists at the
TD Forum included former
Ontario Premier the
Honourable Bob Rae (left),
Anne Golden, President and
CEO of the Conference Board
of Canada (center) and
TDBFG’s Charlie Baillie.
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TO CANADIANS

Helping chart the future of
our cities
Ensuring a strong future for Canadians is closely linked to
the need for dynamic cities, particularly as Canada becomes
more urbanized. While our cities continue to grow, these
communities face many challenges as civic leaders grapple
with issues of increasingly strained infrastructures, public
transit, housing and social services.
Recognizing the critical importance of Canada’s cities
in our national equation, in 2002 TDBFG participated in a
number of initiatives designed to promote discussion and
greater awareness of urban policy issues.
‘Cities’ reports
Through the specialized expertise of our in-house economics
team, TDBFG conducted extensive research into issues
facing Canadian cities and published two far-reaching reports
in 2002.
• Investing in cities or disinvesting in Canada’s future
In April 2002, TDBFG issued the report entitled A Choice
Between Investing in Canada’s Cities or Disinvesting in
Canada’s Future. The study analyzed key trends, looked
at urban revitalization efforts in other countries, and
put forward ideas to give Canadian municipalities more
authority and revenue-raising capabilities.

Below We published compre
hensive research reports
designed to promote discus
sion and awareness of urban
policy issues.

“It is becoming increasingly apparent that the long-term
performance of the Canadian economy hinges on the for
tunes of our cities,” remarked one of the report’s authors,
Don Drummond, Senior Vice President and Chief Economist,
TDBFG. “Urban communities account for roughly four-fifths
of Canada’s population and economic activity, so clearly
we must give our cities the political and fiscal tools to find
creative solutions to pressing urban issues.”
• Focusing on the Greater Toronto Area
As a follow-up to its study of Canada’s urban challenges,
TDBFG also produced The Greater Toronto Area: Canada’s
Primary Economic Locomotive in Need of Repairs in May
2002. This special report dealt with specific issues facing
Canada’s largest urban centre and called on the private
sector and all levels of government to work together to
develop solutions.
“It’s extremely impressive that a bank is weighing in on
the debate on the future of our cities. They understand that
both the government and the private sector need to be
involved in finding solutions for those who work and live
in our cities. Their insights are a welcome voice on these
urgent issues,” says Judy Sgro, MP and Chair, Liberal
Caucus Task Force on Urban Issues.
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Urban partnerships
Management at TDBFG is involved in numerous external
committees, summits and conferences devoted to tackling
civic matters, where we work together with community and
business leaders. For example, we participate in the
Sustainable Region Initiative of the Greater Vancouver
Regional District, the Toronto City Summit Alliance Steering
Committee and Working Group and the boards of credit
counselling agencies across Canada.
TDBFG is also an active member of the Toronto Financial
Services Alliance (TFSA), a group created in 2002 by the
City of Toronto and private sector parties to promote the
long-term competitiveness of the city and safeguard its future
as a leading financial centre. Bank representatives helped
draft the TFSA’s September 2002 report Toronto: A Leading
Financial Services Centre. We also took part in the City of
Toronto’s June 25, 2002 conference to set a 10-year city
development agenda.
TDBFG has also been assisting Sudbury, Ontario in its
efforts to forge a longer-term economic strategy. In 2002,
we contributed views and ideas to Contact North and New
Economies Sudbury, two forums facilitating discussion on
greater Sudbury’s development planning.

TO CANADIANS

5

TDBFG has placed its support behind the community
economic development goals of the Community Growth
Accelerator Network (CGAN). Working with Carleton
University’s Centre for the Study of Training, Investment and
Economic Restructuring, CGAN brings together local and
regional governments, business and other community leaders
to study ways to help communities and workforces adapt to
and capitalize on “New Economy” businesses.

Developing informed communities
With today’s financial marketplace growing more varied and
complex, it’s difficult for consumers and small business
owners to be knowledgeable about financial matters. To help
Canadians better understand the financial world, TDBFG
and its employees, through the donation of their time and
expertise, deliver presentations and resources to the public
on a variety of economic and financial topics.
• Reaching out to investors
TD Wealth Management Vice President and Managing
Director Patricia Lovett-Reid dedicates considerable time
helping investors, and women in particular, become more
comfortable with money matters. A recent survey revealed
that close to 40 per cent of women lack confidence in
their ability to manage their own investments.
Not only has Patricia lectured to women of all ages
across Canada, but she has also co-authored books provid
ing advice to women on family finances and planning for
the future. Her latest publication, released in October 2002,
offers tips for wealth protection. All royalties from book
sales are donated to the Children’s Miracle Network of
children’s hospitals and foundations.

Below TDBFG’s Patricia LovettReid: “Helping women through
educational initiatives is
extremely important to me

since many have said they lack
the information and support to
manage their finances.”
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TO CANADIANS

• Building a Better Understanding program
Through the Canadian Bankers Association, TDBFG works
with other financial institutions in support of consumer edu
cation and financial literacy. TDBFG is a major sponsor of
Building a Better Understanding, a program designed to
help build Canadians’ knowledge of financial issues. Recent
initiatives include:
• Minding Your E-Business, a free seminar to help small
business owners learn about e-commerce security and
privacy. In 2002, 52 TDBFG employees volunteered
208 hours of their time to help promote 22 seminars
to entrepreneurs across Canada.
• There’s Something About Money (TSAM), a free
seminar program for students that teaches essential
lessons in money management. In 2002, 53 TDBFG
employees, volunteering 684 hours of their time,
delivered 114 seminars to 3,131 high school students
across the country. TDBFG has 166 trained volunteers
as part of the TSAM network.

Adding financial strength to our
communities
TDBFG contributes to Canada’s economic growth through
its many lending activities. For businesses of all sizes
and types located throughout the country, we supply
necessary debt financing through loans, mortgages and
other credit facilities, which fosters investment, creates
jobs and facilitates the production of products and services.
In 2002, TDBFG authorized a total of $179.25 billion in
debt financing to 231,928 firms in Canada.

Left TDBFG’s Ron McInnis
facilitating Minding Your
E-Business seminar for small
business owners in Ontario East
region to help raise awareness
of privacy and security issues.

Above TDBFG helps build
financial knowledge among
young Canadians through
its involvement in There’s
Something About Money, a
financial literacy program for
high school students.
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Number of Firms in Canada To Which Debt Financing Was Authorized in 2002
Province/Territory
British Columbia
Alberta
Saskatchewan
Manitoba
Ontario
Quebec
Newfoundland and Labrador
New Brunswick
Nova Scotia
Prince Edward Island
Territories
TOTAL

$0
– $24,999

$25,000
– $99,999

$100,000
– $249,999

$250,000
– $499,999

$500,000
– $999,999

$1,000,000
– $4,999,999

$5,000,000
and greater

21,218
19,439
3,136
3,205
87,832
6,828
588
1,445
1,918
308
281
146,198

5,426
8,880
1,817
1,536
23,893
2,499
253
519
727
136
85
45,771

2,318
3,601
815
766
11,250
1,479
116
192
292
84
55
20,968

913
1,269
256
263
4,731
725
28
66
98
42
17
8,408

427
640
85
137
2,492
399
17
31
65
16
8
4,317

417
539
66
142
2,548
432
12
12
39
6
5
4,218

120
153
14
64
1,545
121
‡
6
20
5
–
2,048

$1,000,000
– $4,999,999

$5,000,000
or more

Total
30,839
34,521
6,189
6,113
134,291
12,483
1,014
2,271
3,159
597
451
231,928

The above figures represent the number of firms in Canada to which debt
financing was authorized by TD Bank during its 2002 fiscal year (Nov. 1,
2001 – Oct. 31, 2002).
‡ Indicates that information has not been reported in order to protect the
privacy of individual borrowers, which might otherwise be identifiable.
Information for the Yukon, Northwest Territories and Nunavut has been
consolidated for the same reason in both debt financing charts.

Total Amount of Debt Financing Authorized to Firms in Canada in 2002
Province/Territory
British Columbia
Alberta
Saskatchewan
Manitoba
Ontario
Quebec
Newfoundland and Labrador
New Brunswick
Nova Scotia
Prince Edward Island
Territories
TOTAL

(thousands of dollars)

$0
– $24,999

$25,000
– $99,999

$100,000
– $249,999

$250,000
– $499,999

$500,000
– $999,999

$267,486
259,376
48,316
46,789
1,145,266
99,318
8,336
20,918
33,172
4,616
6,166
$1,939,759

$297,180
501,667
116,094
92,183
1,350,128
142,703
13,848
30,799
40,774
7,973
5,356
$2,598,705

$407,079
649,555
164,292
134,990
1,996,171
256,703
21,858
31,379
48,859
13,232
9,788
$3,733,906

$358,037
566,476
122,999
124,174
1,998,528
287,330
10,921
30,044
43,296
16,634
6,682
$3,565,121

$353,725
579,379
84,767
123,291
2,151,911
372,193
14,624
25,507
51,721
17,004
8,258
$3,782,380

Total

$1,111,311
$2,998,865
$5,793,683
1,547,809
4,047,019
8,151,281
209,310
530,404
1,276,182
394,573
1,943,985
2,859,985
8,072,667 138,411,816
155,126,487
1,298,390
1,993,539
4,450,176
29,189
56,226
155,002
32,193
169,411
340,251
101,032
581,861
900,715
12,365
82,874
154,698
10,482
–
46,732
$12,819,321 $150,816,000 $179,255,192

The above figures represent all monies authorized by TD Bank during its
2002 fiscal year (Nov. 1, 2001 – Oct. 31, 2002) by way of debt financing
to firms in Canada.

A major taxpayer
As a major taxpayer in Canada, TDBFG also makes an
important economic impact. Our $443.9 million in income
and capital taxes paid or payable in 2002 helped both the
federal and provincial governments provide services to all
Canadians. In addition to income and capital taxes, TDBFG
also pays various payroll, sales, property, business occupancy
and other taxes.

Income and Capital Taxes Paid or Payable
by TDBFG in 2002 (thousands of dollars)
Tax Jurisdiction
Federal
British Columbia
Alberta
Saskatchewan
Manitoba
Ontario
Quebec
Newfoundland and
Labrador
New Brunswick
Nova Scotia
Prince Edward Island
Yukon
Northwest Territories
Nunavut
Total

Income Taxes

Capital Taxes

Total

$255,362
7,417
8,080
912
1,211
68,380
2,552

$12,423
21,133
4,805
2,292
3,306
36,029
11,982

$267,785
28,550
12,885
3,204
4,517
104,409
14,534

168
414
1,025
112
27
8
2
$345,670

898
1,622
3,345
367
39
28
0
$98,269

1,066
2,036
4,370
479
66
36
2
$443,939

The above figures represent the total amount of income and capital taxes
paid or payable by TDBFG during its 2002 fiscal year (Nov. 1, 2001 –
Oct. 31, 2002), broken down by the total amounts paid or payable to
federal and provincial governments.
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T H E F U T U R E M AT T E R S

To Our Communities
TDBFG has a strong tradition of
community giving, centred on our
philosophy of investing in the
future. We are helping to build a
brighter future for our communi
ties by donating to a host of
local, regional and national chari
table causes, with an emphasis
on two of our most valuable
resources – our children and
our environment.
TDBFG’s charitable giving
program places a priority on
children because we believe that
to make a difference over the
long term we must look at the
needs of children and support
their health and education.
Contributing to the welfare of
our planet is another way that
we can secure a solid future for
Canadians. Environmental issues
are a pressing concern and we
actively promote initiatives to
repair, preserve and nurture our
natural habitat.
Cash donations, gifts-in-kind
and charitable sponsorships are
all ways in which we give back,
but the strong community spirit
of TDBFG employees is the real
driving force behind our commu
nity involvement. Each year
thousands of employees across
the organization actively volunteer
their time and talents to support
many worthwhile causes,
only a sample of which are
detailed here.

“The future matters to me personally because I’m
concerned about my son’s health and the world
he will grow up in,” says Sandy MacSpadyen, a
TD Canada Trust Financial Advisor.
Sandy and her co-workers volunteered to go door to door to solicit donations for the Children’s
Miracle Network (CMN), making their central Toronto branch one of our top fundraisers. “When my
seven-year- old needed emergency eye care at the local children’s hospital, I realized it’s important
that we support these organizations,” Sandy adds.
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(in millions)

Total amount of cash donations

$20

Total amount of gifts-in-kind donations

$4.17

Total amount of charitable sponsorships

$2

Supporting the environment
TD Friends of the Environment Foundation
The TD Friends of the Environment Foundation (FEF) is
one of our flagship community programs – and one of the
top corporate foundations in Canada by both the number of
grants provided each year and their total dollar value. It
is a unique, non-profit organization whereby customers,
employees and TDBFG work together to donate both time
and money to support the efforts of Canadians dedicated to
protecting and understanding the environment.
Customers and employees can “Go Green” by donating
funds through their TD Canada Trust account to over 115
local FEF chapters across the country. They can also volun
teer as advisory board members for FEF chapters in their
communities, to help evaluate and recommend local projects
for funding. Last year, some 170,000 customers donated
funds to environmental initiatives through FEF, and more than
1,200 customers volunteered as advisory board members.
TDBFG contributes $1 million per year to FEF and also
covers its administrative costs.

Above TD Canada Trust
employee Lisa Driscoll meets
a peregrine falcon at a TD
Friends of the Environment
Foundation event in
Scarborough, Ontario.

Right In Sydney, Nova Scotia,
TD Canada Trust employee
Todd Dickey reviews new books
donated by TD Friends of the
Environment Foundation with a
Cape Breton Regional Library
representative.

9

In 2002, the Foundation contributed more than $3 million
to 1,100-plus initiatives that help protect and preserve
the Canadian environment. Since its inception in 1990,
FEF has provided in excess of $29 million to over 12,500
environmental projects.
In March 2002, FEF – which we were fortunate to inherit
from Canada Trust during our integration – was re-launched
across our newly joined organization. This allowed us to
extend the convenience to all bank customers of making
automatic monthly donations to FEF. We held events across
Canada, supported by national advertising, to promote
FEF and the donation program. Visit www.fef.ca for more
information.

TD Friends of the Environment Foundation is
one of the top corporate foundations in Canada
by both the number of grants provided each
year and their total dollar value.

Photo: courtesy of the Cape Breton Post

2002 Charitable Giving by TDBFG

TO OUR COMMUNITIES

1937 TD Pub Acc (E) 2/21

10

2/25/03

THE FUTURE MATTERS

2:38 PM

Page 10

TO OUR COMMUNITIES

Taking action to protect our world
Here are just a few examples of how FEF made a difference
in 2002:
• Great Canadian Shoreline Clean Up: FEF is a major
sponsor of this initiative co-ordinated by the Vancouver
Aquarium Marine Science Centre. In addition to a $19,300
project donation, our staff volunteers pitched in on
September 13, 2002 to collect refuse from the shores of
Vancouver’s Stanley Park.
• Nature Conservancy of Canada (NCC): A commitment
was pledged to the NCC, part of which went to purchase
9.6 acres of land in the Minesing Swamp, a 15,000-acre
wetland west of Barrie, Ontario.
• Eco-kids: FEF provided support to establish 60 “Eco-kids”
club chapters that provide schools with tangible, actionable
environmental projects and materials.
• Upper Kingsclear Nature Park: FEF provided funds to cover
the cost of adding interpretative signage to this nature park
in New Brunswick. The signage helps to enhance a visitor’s
experience and appreciation for nature.
• Rockyview Wildlife Centre: Thanks to a $45,000
donation from the Calgary FEF Chapter, the Rockyview
Wildlife Centre can construct a larger wildlife enclosure
to accelerate the recovery of the endangered species
they rehabilitate.
• École Jean-Baptiste Meilleur: This Montreal school
received funds for native tree and shrub planting to
increase student appreciation for the natural environment
through hands-on experience.
• Nova Scotia Sea School: FEF supported the Nova Scotia
Sea School, a participatory environmental education
program in which ten students were selected to study the
coastal waters of Nova Scotia on a research vessel.
• Water Watchdog Project: This project received funds to
help increase youth understanding about water quality and
water management issues in the Saskatchewan River basin.
• Environment Canada: FEF is a founding sponsor of
Environment Canada’s effort to design the Framework for
Environmental Learning and Sustainability in Canada, a
program to share ideas and environmental learning tools
with educators. The program was recognized at the World
Summit on Sustainable Development in Johannesburg,
South Africa in August 2002.

TDBFG’s commitment to the environment
Environmental sustainability is one of the most serious
issues facing our planet today. Through the TD Friends of
the Environment Foundation, we look to make a difference
by sponsoring and advocating community-based projects,
research and education in support of our environment’s
well-being. Our commitment to the environment is also
an integral part of how we operate within TDBFG. For
example, we:
• Incorporate environmental considerations into our
lending and risk management processes;
• Use chlorine-free, recycled paper in our marketing
materials and customer communications, and seek
environmentally responsible suppliers who do the same;
• Implement and continually look for ways, through energy
and resource conservation activities, to reduce the
impact of our operations on air, land and water quality;
• Operate our branch network proactively in an environ
mentally prudent manner, including such practices
as promoting the use of water soluble solvents and
cleaners, eliminating the use of pesticides as a general
practice and instituting energy management initiatives;
• Encourage customers and employees to use paperless
methods of conducting their financial affairs, such as
pre-authorized bill payments, paperless in-branch
transactions, telephone and online banking, and direct
deposit programs.
We recognize that we still have much to do. As a large
organization with over 43,000 employees and global
operations, the task is immense and on-going. TDBFG is
committed to reducing any adverse impact our operations
may have on the environment and to continue integrating
environmentally responsible practices into all of our
business activities.

Left Cleaning the shores of
Vancouver, B.C.’s Stanley
Park is one of many causes
that TDBFG employees volunteered for in 2002. FEF is
the initiative’s major corporate sponsor.

Above TDBFG employees in
Calgary, Alberta present a
funding cheque to Rockyview
Wildlife Recovery Society on
behalf of the TD Friends of
the Environment Foundation.
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Supporting our children’s health
The health and safety of children is something in which we
at TDBFG strongly believe. That’s why we sponsor programs
such as the TD Children’s Hospital Fund, Kids Have Stress
Too! and TD Think First for Kids, as well as many local initia
tives devoted to fostering the well-being of our young people.
TD Children’s Hospital Fund
Working with our customers and employees, we help to
ensure the health of our children by sponsoring the TD
Children’s Hospital Fund, which aids the Children’s Miracle
Network (CMN) of hospitals and foundations serving over
two million Canadian children each year.
Similar to our approach with the TD Friends of the
Environment Foundation, in addition to donating our own
funds to CMN we facilitate and encourage the fundraising
efforts of customers and employees. All funds raised remain
in their communities, going directly to the local CMN member
hospital or foundation for life-saving equipment, patient
services and medical research.
During the past year we strengthened our commitment to
CMN by introducing the program across our newly integrated
organization and by announcing two new fundraising initia
tives. In March 2002 we implemented an automatic monthly
donation program for customers and a new donation match
ing initiative whereby TDBFG matches customer monthly
donations up to $1 million each year, helping their contribu
tions go even further.

Above centre Employees at
the Sherbrooke and Claremont
Branch in Quebec held a BBQ
event to raise money for the
Children’s Miracle Network.
Top right Staff volunteered at,
and TD Canada Trust sponsored,
the Teddy Bears’ Picnic in May
2002 for the Children’s

Hospital Foundation of
Manitoba, a member of CMN.
Right Supporting children’s
health inspired TD Canada Trust
employees in Alberta to prepare
a cookbook of their favourite
recipes, with proceeds going to
the Children’s Miracle Network.
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Throughout the year, TDBFG employees are involved in
numerous fundraising activities for CMN. Here are some
highlights from 2002:
• The Quebec Region of TD Canada Trust successfully raised
$60,000 for CMN (Opération Enfant Soleil) thanks to
employees who hosted spaghetti dinners, converted their
branch into a telethon pledge centre, or donned chef’s hats
to hold a barbecue at Montreal’s Sherbrooke and Claremont
branch, which raised $1,100 in a single day.
• Employees at Calgary’s Country Hills branch generated
more than $11,000 for their local CMN-affiliate, the
Alberta Children’s Hospital, by cooking up a book of their
favourite recipes, including artwork prepared by children of
employees, and selling the collection to fellow employees
and customers.
• In Truro, Nova Scotia, branch employees collected items
from local businesses to hold a Father’s Day Tool Box raffle,
raising approximately $850 for their area CMN hospital.
• Ontario East region employees amassed more than $71,000
for the Children’s Hospital of Eastern Ontario, partly through
a staff baseball tournament. More than 460 employees
played ball and took part in a silent auction.
• As a sponsor of the 16th Annual Teddy Bears’ Picnic in
support of the Children’s Hospital Foundation of Manitoba,
our Winnipeg-area employees participated at the event by
volunteering with communications disorder patients and
care givers. The event raised more than $60,000.
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In recognition of its six years as a national
sponsor, TD Bank Financial Group received an
award from CMN, honouring our dedication to
improving the health and well-being of children
and the more than $5 million we have raised
for CMN-affiliated hospitals.

Kids Have Stress Too!
TDBFG is the major sponsor of Kids Have Stress Too!,
a parent education program launched by the Psychology
Foundation of Canada. Since stress is particularly hard on
children who lack the coping strategies of adults – and can
result in health problems or difficulty in school – the program
gives families the skills to teach their children healthy ways
to manage stress.
Our funding of $20,300 in 2002 allowed clinical
psychologists and child development experts to create a
training program to help health care professionals deliver
stress management workshops to families.

TD Think First for Kids
Teaching kids how to play safely to prevent brain and spinal
cord injuries is the purpose of the TD Think First for Kids
program, spearheaded by leading neurosurgeon Dr. Charles
Tator. This national injury prevention program helps elemen
tary school students learn the basics of how to play safely.
Previously only available to students in grades one through
three, the free program was expanded in 2002 with the
support of TDBFG to cover junior kindergarten through grade
eight. The TD Think First for Kids curriculum is currently in
use in over 3,000 schools and is sponsored in part by TD
Bank Financial Group, which last year contributed $75,000.
“An important part of training is learning how to compete
safely to avoid injuries,” says Elvis Stojko, Canadian skating
champion and national spokesperson for Think First Canada.
“By teaching children how injuries occur, Think First helps
kids understand that they can control their actions and
reduce the chance of serious injury the next time they’re
crossing the street or playing with friends.”

As an Imagine Caring Company, TDBFG is
committed to giving a minimum of 1 per cent of
its annual domestic pre-tax profits to Canadian
charities, making us one of the largest corporate
contributors in the country.

Below Skating champion
Elvis Stojko and Dr. Charles
Tator dedicate their time to
TD Think First for Kids, a
national injury prevention
program.
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Highlights of other children’s health initiatives in 2002
• Canadian Cystic Fibrosis Foundation: Julie Saucier, of
TDBFG’s affinity insurance subsidiary Meloche Monnex,
volunteers to fight Cystic Fibrosis (CF), a genetic disease
affecting the lungs and digestive system of one in every
2,500 Canadian newborns. Since her three-year-old daugh
ter was diagnosed with CF, the sales team leader joined the
board of directors of the Montreal chapter of the Canadian
Cystic Fibrosis Foundation and developed a CF Internet
site for parents.
• Juvenile Diabetes: The first annual Ride for Juvenile
Diabetes in London, Ontario was a huge success in part
thanks to participation by TD Canada Trust employees who
formed six teams of stationary bike riders – the biggest
corporate team – raising close to $3,000 for research to
cure the disease.
• Richard Nuxoll Memorial Regatta: TD Commercial Banking
held its second annual Community Day in which 35
branches participated in a local activity. Staff in Edmonton
took part in the Richard Nuxoll Memorial Regatta in support
of cancer research and rowing programs for young people.
Our team was the second largest fundraiser and achieved a
second place race time.

TO OUR COMMUNITIES
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Supporting our children’s
education
Education is the key to unlocking future opportunities for
young people, whether they are grasping how to read or
are embarking on the path to higher learning. TDBFG
proudly promotes the education of children from pre-school
to post-secondary school by placing its support behind
initiatives ranging from scholarships to reading clubs to
in-class programs.
Developing tomorrow’s leaders
Today’s youth require skills and encouragement to tackle the
issues facing our communities, our country and our planet.
Providing this support is more essential than ever in light of
the increasing costs of education. TDBFG provided numerous
scholarships and bursaries to students in 2002 to help
reward their academic achievement and assist with their
post-secondary training.
The TD Canada Trust Scholarships for Outstanding
Community Leadership
One of the largest and most prestigious of its kind in Canada,
this scholarship program recognizes high school and CEGEP
students entering university or college based on their out
standing community leadership. Each TD Canada Trust
Scholarship is valued at $50,000 and includes full tuition
for up to four years of study, $3,500 per year toward
living expenses, and guaranteed summer employment
at TDBFG.

Bottom left In support of
cancer research and rowing
programs for youth, staff in
Edmonton participated in the
Richard Nuxoll Memorial
Regatta.

Bottom right TDBFG’s
Julie Saucier volunteers
for the Montreal chapter
of the Canadian Cystic
Fibrosis Foundation. She
developed an Internet site
for parents of children
with the disease.
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Every year up to 20 exemplary young people are chosen
as recipients of the scholarships. Students across Canada
are invited to apply, and five regional judging panels that
include prominent educators, politicians and community
representatives review applications. Last spring, we held a
national ceremony on Parliament Hill in Ottawa to present
the awards to students who have shown leadership in tack
ling diverse issues vital to their communities. These issues
include poverty, human rights, violence, school bullying,
gay rights and community restoration. TD Canada Trust
also presented 50 finalists with $500 Awards of Merit from
among the 3,300 applicants.
Two of last year’s winners included David Rodie of Regina,
Saskatchewan and Elise Paradis of Sainte-Foy, Quebec.
David has done extensive work to increase awareness of
Alzheimer’s disease, raise funds to combat it and offer
support to Alzheimer’s patient caregivers. Inspired by his
own experience of caring for his grandmother, he also helped
lobby the Saskatchewan government to place a new anti
Alzheimer’s drug on the province’s drug formulary. Elise has
worked to battle against poverty through education. She has
participated in teaching missions to Haiti, including estab
lishing a small science lab for the use of the students. She
has also been involved with educational projects for troubled
Quebec youth and co-founded and edits L’Acropole, an alter
native newspaper offering an independent voice for youth.
“These students – who have often overcome tremendous
personal challenges to become heroes in their communities
– have an inspirational mix of energy, determination and
vision,” says Ed Clark, President and Chief Executive Officer
of TDBFG. Now in its eighth year, the TD Canada Trust
Scholarship program has awarded more than $8 million to
young community leaders.

Bottom left Recipients of
the TDBFG First Generation
University Student Scholarship
Award, provided to deserving
Ryerson University students
with family backgrounds that
do not include post-secondary
education.

Additional scholarships:
• The TD Bank Financial Group Bursary Program helps
students with the financial burden of post-secondary educa
tion. By designating our college and university donations
to grants and awards for students in financial need, we
provided more than $1.3 million to students during 2002.
All Canadian post-secondary institutions receiving funds
from TDBFG participate in the bursary program.
• Since 1998, TDBFG has supported the Harry Jerome
Scholarship Fund, which awards post-secondary scholar
ships to students of Black African and Caribbean origin,
based on their high academic achievement, community
leadership and financial need. TDBFG awards two
scholarships each year valued at $8,000 each.
• Understanding that farming requires hard work and vision
today to overcome the challenges of tomorrow, TDBFG has
been a supporter of 4-H, a rural-based boys and girls club,
for over 50 years. TD 4-H Agricultural Scholarships worth
$1,000 each were awarded to ten hard working young
people during 2002 to help develop future leaders in the
agricultural sector.
• TDBFG helps Aboriginal students realize their educational
goals through the National Aboriginal Achievement
Foundation (NAAF) scholarships. Inuit, Métis, status and
non-status First Nations students have access to three
major programs: the Arts Scholarship Program, the Post
Secondary Education Awards Program and the Aboriginal
Health Careers Program. In total, we provided $5,000 to
these programs during 2002.
• During 2002, 34 students who are the first in their family
to attend university benefited from a $450,000 gift to
Ryerson University as part of the TD Bank Financial Group
First Generation University Student Scholarship.

Above left The 2002
TD Canada Trust Scholarships
were officially awarded at a
national ceremony in Ottawa
by the Honourable Maurizio
Bevilacqua (front left) and
TDBFG’s Ed Clark (front right).

Top Ed Clark, President and
CEO of TDBFG, congratulates
Nana Yanful, one of the
winners of the TD Canada
Trust Scholarships for
Outstanding Community
Leadership.
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• TDBFG member Meloche Monnex worked with the Canadian
Council for the Advancement of Education to present three
students with the Meloche Monnex Fellowships in Alumni
Affairs. The $25,000 fellowships allow the recipients to
gain practical career experience with a college or university.
Promoting youth learning
TD Canadian Children’s Book Week
Each year TDBFG sponsors the TD Canadian Children’s Book
Week, the largest national literacy celebration for children in
Canada. The annual festival promotes children’s authors,
illustrators and storytellers who teach children the joy and
value of reading.
From November 3 to 10, 2001, 31 professional story
tellers travelled from the Yukon to Newfoundland to share
their enthusiasm with young readers and artists. In partner
ship with the Canadian Children’s Book Centre, more than
420,000 grade one students were given a free book by
TDBFG entitled Young Author’s Day at Pokeweed Public
School, written and illustrated by John Bianchi.

Above left Charlie Baillie (right)
of TDBFG and children’s illus
trator Dennis Mills entertain
students to kick off the 24th
annual TD Canadian Children’s
Book Week.

Above right Grade 1 student in
Vancouver, B.C. displays her
new book, donated by TDBFG to
prepare kids for their future by
helping foster a love of reading
at an early age. All first graders
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The Reading Rangers
TDBFG is the major sponsor of The Reading Rangers, a
32-segment “adventure in reading” that began airing
November 5, 2001 on TV Ontario. The series is designed to
promote literacy, with an emphasis on language skills and
social development, to bring books alive for children. A com
plementary web site provides a monthly book list, an area
where kids can recommend their own favourite books, and
tips for parents on how to encourage children to read.
TD Summer Reading Club
Nurturing reading skills during the summer months is a
challenge addressed by the TD Summer Reading Club, which
encourages kids to visit their local library, read books and
play a special board game to earn prizes. During 2002, more
than 150,000 children were involved in these summer read
ing clubs across Ontario.
Learning Through the Arts
Helping children learn difficult subjects such as math and
science is easier when teachers work with artists to develop
creative lesson plans. TDBFG is proud to sponsor Learning
Through the Arts™, a unique project of the Royal
Conservatory of Music that trains teachers to incorporate
role-playing, rhythm, speech and visual arts into the day-to
day teaching of core subjects. In 2002, TDBFG supported
the program with a contribution of $300,000.

Photo: CPimages

“TD’s donation of story books will definitely have a positive
influence on the future of our pupils,” says R.J. Collins, Vice
Principal at Vancouver’s Hastings Elementary School. “Many
of these inner city children do not have the luxury of having
their own books at home. In this era of tight budgets, we
appreciate that you have helped our children, stressed the
importance of literacy and have helped provide an equitable
learning environment for our students.”

TO OUR COMMUNITIES

in Canada received the
TDBFG-donated storybook Young
Author’s Day at Pokeweed
Public School, by writer/illustra
tor John Bianchi and published
by Pokeweed Press.
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Junior Achievement
To introduce students to skills that will help them succeed
in adulthood, TDBFG supports local chapters of Junior
Achievement (JA) both financially and with a volunteer force
of over 250 employees. During 2002, employees visited
local schools to teach students about the world of business
through seminars such as Making Sense of Business and the
Economics of Staying in School Program (ESIS). For example,
in addition to a $4,400 donation to ESIS in Atlantic Canada,
11 TD Canada Trust volunteers held seminars for young peo
ple across Nova Scotia and New Brunswick.
“I’m involved with Junior Achievement because it feels great
to help these teenagers become comfortable with money
issues,” says Declan Mulcahy, Relationship Manager with
TD Commercial Banking in Edmonton. Declan received the
2002 Volunteer of the Year Award from Junior Achievement
of Northern Alberta and Northwest Territories. “I can see
we’re making these young people think about their financial
habits and helping them prepare for the practical realities of
the working world.”

TD National Youth Orchestra National Auditions
Through this sponsorship, which equalled $60,000 last year,
TDBFG is helping develop future orchestral talent for Canada.
Each year, auditions for young musicians aged 12 to 26 are
held in 38 cities across Canada. One hundred students
are chosen to train with the Orchestra and take part in a
three-week summer performance tour of Canada.

Highlights of other youth learning initiatives in 2002
• Royal Botanical Gardens: Each year, the Royal Botanical
Gardens (RBG), in Hamilton, Ontario, provides outdoor edu
cation to almost 12,000 children through its in-class pro
grams and school holiday camps. To recognize their support
for both the environment and education, the TD Canada
Trust Brant Street branch in Burlington, Ontario, presented
RBG with a $5,000 cheque. TD Canada Trust has also
helped finance a leadership skills training course to teach
teens to deliver outdoor education programs to children.
• Let’s Talk Science: Young people need high quality science
education to prepare them for a world increasingly depend
ent on science and technology. Let’s Talk Science is a
national charitable organization that offers stimulating inclass workshops to help youth understand the world around
them. TDBFG is providing $150,000 to bring the Let’s
Talk Science workshops to kids aged 3 to 13 in Windsor,
Kitchener-Waterloo, London and surrounding Ontario
communities.
• Vancouver Art Gallery Children’s Program: We are helping
youth appreciate the visual arts through a $20,000 dona
tion to this program. Youngsters can take part in summer
art day camp programs and receive specially designed
gallery guidebooks while families can enjoy art education
evenings and tours.
• Brigantine Program: Life aboard a square-rig sailing ship
requires both teamwork and individual self-reliance. Each
year the Kingston, Ontario Brigantine Inc. program, spon
sored in part by TD Canada Trust, helps 150 young people,
representing more than 20 community organizations, build
character by learning to sail and maintain the St. Lawrence
II, a brigantine class tall ship. The program has given past
participants valuable life experience and practical skills to
find employment in marine vocations.

Photo: ©www.stevecarrollphotography.com

Photo: courtesy Royal Botanical
Gardens

Left Ruth Lee of TD Canada
Trust in Burlington, Ontario
assists children with a wildlife
puzzle during their outdoor
education program at Royal
Botanical Gardens’ Nature
Interpretative Centre.

Above Centre Dean Chapman,
Branch Manager in Kingston,
Ontario, helps build youth char
acter at sea as a volunteer for
Brigantine Inc., an organization
offering experiential education
to young people.
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Supporting diverse community needs
TDBFG also lends its support to a variety of worthy causes
that promote arts and culture, improve social services and
strengthen our civic institutions. We are especially proud of
our employees who embrace these causes and consistently
apply incredible energy and creativity to bring relief, laughter
and support to the communities in which they live and work.
TD Grants in Medical Excellence
Through the TD Grants in Medical Excellence program, we
are helping to attract and retain health care professionals by
providing funding for research, education and career develop
ment for doctors, nurses and caregivers. We hope to help
address the challenges of keeping the best talent in Canada
and safeguarding the future quality of health care.
• Montreal-based TDBFG employees and their children
demonstrated their hidden artistic talents by painting
murals as decoration for the Montreal Children’s Hospital
Foundation Awards Ball, an annual event at
which TD Grants in Medical Excellence are presented.
• In Trail, British Columbia, TDBFG helped the Trail Regional
Hospital and Health Foundation fund courses and confer
ence fees to allow nurses to upgrade their skills.
• A $350,000 donation to the Waterloo Region Hospitals
Foundation of Kitchener-Waterloo, Ontario will fund post
doctoral fellowships and education grants for local nurses
and other health care professionals.

Above left TDBFG staff with
their children painting a
mural at the Montreal
Children’s Hospital.
Above centre Through the TD
Grants in Medical Excellence
program, TDBFG invested in
the future of health care with

a donation of $350,000 to
the Waterloo Region Hospitals
Foundation.
Top right Raising money for
the United Way lifted these
TDBFG employees out of
bed on an early Sunday morning to climb the CN Tower’s
1,776 steps.
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The United Way
Across Canada, in addition to annual corporate donations
made by TDBFG, TDBFG employees throw their support
behind the United Way with payroll deductions and fundrais
ing activities. Some highlights from 2002:
• More than 135 TDBFG employees collected pledges and
raced up 1,776 steps in the world’s tallest freestanding
structure as part of a CN Tower Stair Climb.
• In Burnaby, British Columbia, our staff put some muscle
into neighborhood clean-up efforts and painting fences
at a community centre as part of the local United Way’s
Day of Caring Project.
• Staff in our wholesale banking business, TD Securities,
got into the United Way spirit by holding events and
making individual donations in excess of $685,000,
surpassing last year’s total despite the year’s challenging
economic conditions.

Above right TD Canada Trust
volunteers painted a fence for
Marlborough Neighbourhood
Care in Burnaby, B.C. as part
of the United Way’s Day of
Caring project.

Photo: Now Newspapers, Krista Clarke
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“Employees really get into the spirit with their fundraising
activities through penny drives, pizza lunches, book sales
and tricycle races,” says Brendan Bergie, Chair of Caring
Together, the TD Employees Fund in Ontario. “It can get
quite competitive as departments try to outdo each other in
their efforts to raise money.”
In Ontario alone, through our Caring Together campaign,
employees raised more than $3.7 million for the United
Way and other charities across Canada – $2.4 million raised
by employees, combined with a corporate donation of
$1.3 million.

Photo: Paul Mayne, Chatham This Week

People power for civic causes
TDBFG branches, business units and their staff also get
involved in many local charitable causes that help create a
brighter day for society’s less fortunate. Here are a few
examples from 2002:
• Scott Mission: Employees from TD Life Group helped make
the holidays more comfortable for families sheltered at
Toronto’s Scott Mission by creating the TD Life Group Tree
of Warmth. Team members decorated a tree with donated
hats, scarves, mittens and socks and delivered it to the
busy community hostel.

Top left In New Glasgow,
Nova Scotia, 17 branch staff
participated in the “Race on
the River” Pictou County
Dragon Boat Festival, raising
over $2,400 for three local
charities.

• School Breakfast Program: Employees in Charlottetown,
Prince Edward Island collected and donated food to a
breakfast program at a school located in the poorest area of
town. The staff volunteered to work the breakfast program,
serving 60-90 kids a day, and also canvassed for winter
clothing donations for the children.
• Christmas Cheer Board: Getting in the holiday spirit,
TD Canada Trust branches in Winnipeg, Manitoba teamed
up with a local radio station to sponsor their 19 th annual
fundraiser to collect toys and donations in support of the
Christmas Cheer Board. Our employees publicized the toy
drive by holding a toy box decorating challenge in each
branch and then built a mountain of donated toys during
the campaign which harvested $30,500 in donations and
3,420 gift items.
• Big Brothers Big Sisters: TD Canada Trust employees in
St. John’s, Gander and Corner Brook, Newfoundland and
Labrador rolled up their sleeves when we sponsored Bowl
for Kids Sake in support of the Big Brothers and Big Sisters
organizations. Our branches teamed up to stage an all-day
bowling event and raised money through pledges from
customers, friends and relatives.
• Metro Food Bank Society: Our branches in Halifax, Nova
Scotia rallied to collect and donate a van full of food as well
as cash donations to the food bank.
• Auction for Children’s Charities: For the sixth year in a row,
TD Securities employees held their annual Underwriting
Hope Charity Auction in support of children’s charities. The
auction – entirely run by employees who donate and pur
chase auction items – raised over $235,000 in just a few
hours. Proceeds are allocated to children’s organizations in
which TD Securities employees volunteer.

Bottom Doug McGregor and
the TD Canada Trust team
helped local charities and
earned first place in the team
cheer event at the ChathamKent Chamber of Commerce
Corporate Challenge.

Above centre Employees help
answer calls during a telethon
campaign in support of TV
Ontario, a public television
service.
Above right TDBFG employees
in B.C. put their legs in
action by participating in a
walk for AIDS.
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Making a difference with gifts-in-kind
In addition to our financial and voluntary aid to charities
across Canada, every year we provide gifts-in-kind to organi
zations that can put our donated property or equipment to
immediate good use in the community. In 2002, the value of
our gifts-in-kind donations totaled $4.17 million. Here are a
few examples:
• We donated nearly 2,000 refurbished computers, laptops,
printers and other equipment to deserving organizations
during 2002, including 900 computers provided to Ontario
schools.
• TD Canada Trust has helped Wilfrid Laurier University
handle the shortage of classroom space at its growing
Brantford, Ontario campus by donating a $375,000 office
building to the university, which was vacated when nearby
TD Canada Trust branches were consolidated.
• In 2002, TDBFG donated two major pieces from its
collection of Canadian art to the Musée d’art contemporain
de Montréal by hometown artist Yves Gaucher, a leading
Canadian geometric abstract artist. The works were valued
at $300,000. In Atlantic Canada, TD Canada Trust donated
the painting, “Haymaking in the Margaree Valley” by
Lunenburg artist Joseph Purcell to the University College
of Cape Breton Art Gallery.

Below centre TD Commercial
Banking employees teamed up to
prepare Meals on Wheels dinners
at Toronto’s Scott Mission.

Right TDBFG donated several
acclaimed works by Canadian artist
Yves Gaucher to the Musée d’art
contemporain de Montréal.
Bottom TD Senior Vice President
Alexandra Dousmanis-Curtis
announces the donation of a former
bank branch to officials at Wilfrid
Laurier University’s Laurier Brantford
campus.

Photo: Brian Thompson,
The Brantford Expositor

Below left In Winnipeg, Manitoba,
we supported a local radio station’s
annual Christmas fundraiser,
collecting new unwrapped toys in
‘TD Canada Trust Toy Boxes’ located
in each branch.

19

1937 TD Pub Acc (E) 2/21

2/25/03

2:39 PM

Page 20

20

T H E F U T U R E M AT T E R S

To Our Customers
To millions of customers in
Canada and around the world,
TDBFG offers a full range of
financial products and services.
From lending and savings prod
ucts to wholesale banking and
investment management,
we’re proud to be a leader in
many areas.
Paying serious attention to
what counts to our customers is
a priority at TDBFG. Customers
want to manage their money
efficiently, comfortably, safely. At
the same time, they’re concerned
about building prosperous
futures.
The success of our customers
– and ultimately our business –
hinges on how well we help them
meet their changing financial
requirements. For us, that means
a continual process of listening…
delivering a comfortable service
experience… providing helpful
advice on achieving financial
goals… creating better prod
ucts… ensuring the highest
standard of customer protection…
and demonstrating respect and
understanding.

“For my customers, the future’s all about
weather forecasts, fluctuating crop prices
and rising input costs, so they face a lot of
uncertainty every day,” says Mike McRae, Account Manager, Agriculture Services in Stratford,
Ontario. “I make regular farm visits to help them plan their cash-flow and credit needs for each
season, and the years ahead.”
Mike is one of 150 Agricultural Specialists who serve 19,000 farm customers across Canada by
providing specialized service and advice through our network of branches in rural communities.
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Committed to building
a better bank
Since announcing the acquisition of Canada Trust by TD Bank
in mid-1999, we have been steadfastly committed to building
a better bank. An important enhancement included the
adoption of the Canada Trust customer service model, which
emphasizes putting customers first.
We’ve maintained a vision of providing a comfortable
banking experience for all of our customers. Although we
recognized that it would not be easy combining our retail
banking operations, we knew that we would create a stronger
organization – a leader in many services, delivery channels,
and even hours of service – better prepared to meet the
future needs of our customers.
Integrating TD Canada Trust
The integration of TD Bank and Canada Trust was the result
of nearly two years of careful planning. This achievement was
largely due to the hard work and commitment demonstrated
by our employees, all of whom went above and beyond the
call of duty to ensure that we delivered on our promises to
customers. While our customers and employees at times
experienced the challenges of creating our new organization –
the largest merger of its kind in Canada’s history – today we
are well-positioned to offer a truly better banking experience.
Communicating our integration commitments
From the day the acquisition of Canada Trust was announced,
we made commitments to all of our customers. Through
newspaper ads and customer letters, we pledged to:
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• Update customers regularly as the integration proceeded
and notify them personally, in writing, and in advance
of any merger-related changes to their accounts or branch
service;
• Respect the good standing of customers as we brought the
two organizations together;
• Build a better bank by extending branch hours, freezing
service fees for a certain period of time and improving
automated banking machine access for all customers;
• Treat our employees with dignity, respect and fairness
because they are the key to delivering customer satisfaction.
Throughout the process, we met our commitments
including our promise to communicate regularly. We provided
customers with updates on the integration of products and
services and any changes to their account numbers or access.
We also communicated openly when mistakes were made,
and committed to fixing all problems quickly, completely
and cheerfully.
Consolidating our branch network
During 2002 we performed a crucial final step in integrating
TD Bank and Canada Trust by completing the bulk of branch
consolidations. Whenever we determined to combine a TD
Bank branch and a Canada Trust branch into one, we notified
customers personally and in writing at least 120 days in
advance of the location closure.
We also worked hard to reduce the impact of branch
consolidations on our customers and employees. Where two
branches with different operating hours merged, the new
branch adopted the longer hours of operation. As well, over
90 per cent of branch consolidation involved locations less
than two kilometres apart. We also opened seven new
branches during 2002, in addition to 24 new convenient
in-store locations across the country. For a full list of
facilities that were opened, closed and relocated in 2002,
see pages 38–39.
While some staffing reductions resulted from branch
integration, we minimized the overall impact through natural
attrition and managing our hiring levels in advance of consoli
dation. Employees who lost positions were provided with a
severance package that exceeded industry standards.

Left TD Canada Trust employees
Drew Wawin, Phyllis Castelli
and Christiane Hepworth
welcome customers to their
newly merged branch in
Dorval, Quebec.

Bottom Through newspaper ads
and other communications,
keeping our customers updated
regularly during the integration
process was a top priority.
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Our commitment to London, Ontario
Among the commitments we made was a pledge to maintain
London, Ontario as one of the core office locations for
TDBFG. This southwestern Ontario city has been an impor
tant part of our history and its highly skilled workforce has
helped us build a hub for our information services, electronic
banking, administrative and call centre operations. As a
result, we promised that overall employment in London would
be at the August 1999 level by the end of the three-year
integration period. We are pleased that as at October 2002,
employment levels surpassed that commitment.
Making customers comfortable
The integration of TD Bank and Canada Trust was only
the beginning of our promise to build a better bank. The
next step is creating a more comfortable experience for our
customers, and we are achieving this goal through a compa
ny-wide emphasis on process improvement. In October
2001 we held 32 employee focus groups to help identify
the ‘obstacles’ or processes that were not comfortable for
our employees and their customers.
By the end of 2002, we had successfully eliminated the
vast majority of these customer service obstacles. We recent
ly asked our employees to identify additional processes that
require attention and we will focus our efforts on solving
these issues going forward. Here are a few of the process
improvements completed during 2002:
• Enhancements to our branch-to-branch banking capability
so our customers can more easily perform routine banking
transactions or make mortgage and loan payments at any
TD Canada Trust branch;

Above left London, Ontario
employees celebrate the official
opening of their renovated call
centre with TDBFG Chairman of
the Board Charlie Baillie.

Lower right Branch employee
Monica Morris assisting a cus
tomer with his financial affairs.

• Streamlining many processes, making it more efficient and
comfortable for customers when obtaining a loan or mort
gage, purchasing creditor protection, paying a bill, opening
a safety deposit box or purchasing a U.S. dollar investment;
and
• Enhanced training and online support tools for frontline
employees to allow them to assist customers more quickly
and efficiently.
Customer dialogue is another key element of providing a
comfortable customer experience. That means having clear
and open communication channels in place – so we hear
what customers want, help them understand how we can
serve them, and give them comfort in approaching us to
resolve their issues.
• In 2002, we surveyed more than 278,000 customers with
in 24 hours of a banking experience. Through this Customer
Satisfaction Index research, we carefully monitor customer
service levels and link them to employee compensation.
• We also implemented an improved Customer Problem
Resolution Process to better our ability to effectively resolve
customer problems at the first point of contact. The process
was tested with customers, and training was provided to
some 30,000 employees.
• We introduced the Understanding the Credit Granting
Process brochure to help customers understand how we
determine their credit worthiness, what they can do if
their credit application is not approved, and how they can
maintain a good credit history.
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Protecting our customers
An important part of delivering a comfortable banking experi
ence is upholding the highest standards of integrity, honesty,
professionalism and security. We are dedicated to helping our
customers conduct their financial affairs in a safe, private
manner and we meet or exceed industry guidelines developed
to protect consumers.
Employee Conduct
As a condition of employment, all TDBFG employees are
bound by our Guidelines of Conduct and General Regulations.
These policies contain the standards that govern the way
employees deal with each other, customers and shareholders.
They clearly define organizational expectations and state the
fundamental principles, norms and behaviour expected of all
employees in order that they uphold the highest standard of
ethical business and personal conduct at all times. We have
an annual process in place to ensure all employees sign and
acknowledge their understanding of and compliance with
these policies. Any breach of these policies is considered a
serious offence that may lead to dismissal.
TDBFG Privacy Code
Respecting the privacy and confidentiality of our customers’
personal and financial information is fundamental to the way
we do business at TDBFG. We have had a formal Privacy
Code in place since the early 1990s and our policies and
practices comply with federal and provincial privacy legisla
tion. Our Privacy Code consists of principles regarding:
• Collecting and using customer information;
• Protecting information with safeguards and security
measures;
• Giving customers access to their information and ensuring
it is accurate;
• Respecting customer preferences about the use and release
of their information;
• Responding to privacy questions and concerns; and
• Releasing customer information to suppliers, agents and
other parties.

TO OUR CUSTOMERS
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All TDBFG employees are responsible for following our
Privacy Code and rules of confidentiality, and they must
acknowledge such adherence during their yearly performance
appraisal. During 2002 we enhanced our procedures for
handling customer privacy issues and launched a privacy
intranet site with practical tools and up-to-date guidelines for
staff. An internal privacy council, as well as management
committees, continually review bank operations, policies and
practices to ensure compliance.
Information Systems Security
Our Information Systems Security group has specific
responsibility for ensuring that we have thorough security
standards in place to protect our systems and our customers’
personal information against unauthorized access and use.
This team keeps up to date with security issues, tools and
methodologies and they consult other areas of TDBFG to
ensure that appropriate security controls are built into our
procedures, systems and software.
Fighting Financial Crime
TDBFG participates actively in the Canadian Bankers
Association’s Bank Crime Prevention and Investigation Office
(BCPIO), to protect bank customers against financial crime,
including credit card and debit card fraud, bank robbery,
counterfeiting, cyber-crime, money laundering, the use of
forged documents and more.
Information about suspected fraud and criminal activity
is shared among members of the BCPIO, resulting in the
detection, prevention and prosecution of crime that could cost
banks and their customers hundreds of millions of dollars
each year.
Preventing Tied Selling
TDBFG respects each customer’s right to freely choose
financial products, services and providers. All of our employ
ees must comply with federal legislation prohibiting coercive
tied selling, the practice of imposing undue pressure on a
person to obtain one product or service as a condition for
obtaining another. We provide training to our employees on
acceptable sales processes and we’ve published a brochure
to raise customer awareness of the issue, entitled What You
Need to Know About Coercive Tied Selling.
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Industry Codes of Conduct
To ensure that we provide the highest standard of protection
to our customers, we also adhere to numerous external codes
of conduct developed jointly with other financial institutions
and industry organizations. These include The Canadian Code
for Consumer Debit Card Services, which outlines industry
obligations and the rights of consumers when using their
debit card; and the Principles of Consumer Protection for
Electronic Commerce, which sets a framework to guide
businesses, consumers and governments involved in com
merce over open networks, including the Internet. Our code
of conduct for relations with small businesses is included
in the brochure Our Small Business Banking Commitment
and is available at all branches.

Serving customers with
diverse needs
For all of our customers, we provide a full range of financial
products and services, anytime, anywhere – through 1,026
branches that offer the best banking hours in the country,
122 in-store locations, the telephone, the web or our 2,608
automated banking machines.
We’ve also developed a wide menu of specialized services
for customers with unique needs, which are highlighted
below.
Ensuring access to financial services
At TDBFG, we’re committed to improving our services and
places of business for those who would not otherwise have
easy access to financial services – such as seniors, people
with disabilities, those of modest income and new arrivals to
Canada. We continue to implement initiatives in this respect,
and recognize there’s still work to be done as we try to
understand and develop the most suitable and up-to-date
solutions for various accessibility challenges.

• To make branch banking easier for the elderly and individu
als with disabilities, we continually review our branch
designs. Ensuring that all our branches across Canada
provide barrier-free accessibility is an evolutionary process.
We do face certain challenges in some locations such as
older branches, which were built to standards then current
but less accessible than today's.
We’re dedicated to actively upgrading our facilities and
going beyond regulated standards where possible, incorpo
rating customer feedback in 150 branches we renovated
during 2002. We also opened 21 new sites and 24 new
in-store locations that include handicap-accessible door
operators, vestibules and washrooms; wheelchair-friendly
ramps, vaults and service areas; side-access automated
banking machines accessible from wheelchairs; and, where
parking is provided, at least one designated handicap
parking space.
• For visually impaired customers, we offer monthly personal
account statements in either Braille or larger font on
request. Many customers with disabilities appreciate our
EasyLine † telephone banking service as a convenient way
to manage their personal finances. We also have a TTY
terminal, a teletype device that uses written text, in place
to assist hearing-impaired personal banking customers.
• Most of our automated banking machines (ABM) are wheel
chair accessible and incorporate lower screens and buttons
plus partial shelves to accommodate wheelchairs. TDBFG
has contributed to the development of a Canadian common
standard for ABM accessibility and design, in conjunction

Left Joyce Karkanas, of
TD Canada Trust’s e.Bank call
centre, helps customers bank
easily and conveniently via
their computers.

Above New and renovated
TD Canada Trust locations are
designed to be accessible to
those with special needs,
including seniors and persons
with disabilities.

1937 TD Pub Acc (E) 2/21

2/25/03

2:39 PM

Page 25

THE FUTURE MATTERS

with the Canadian Standards Association, the Canadian
Bankers Association and the Canadian National Institute for
the Blind.
• For the convenience of senior citizens we provide the Plan
60 chequing account. This special account features free
services and discounts including no monthly fee and unlim
ited full-serve or self-serve transactions to customers who
are 60 years of age or older.
• In 2002 we offered a low-fee Value Account as part of our
commitment to the Government of Canada to ensure that all
Canadians, including those with modest or no income, can
access affordable, flexible banking services. For a very low
monthly price, account holders can perform a combination
of self-serve and full-service transactions.
• In June 2002 we introduced a new ‘Know Your Customer’
policy to ensure that we apply equitable service to different
members of the community. This revised policy clearly
spells out the process, and acceptable identification, for
verifying the identity of new and existing customers when
opening accounts, cashing government cheques and making
other transactions.

Left We provide a range of
our product and marketing
literature in Chinese.
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Responding to our multi-cultural communities
We recognize that Canadians come from a variety of
backgrounds, and we try to tailor our services to mirror
the distinct needs of each community.
• We actively recruit employees who can serve customers
with special language needs and provide automated banking
machine service in Cantonese/Mandarin, Punjabi, Italian
and Portuguese in selected geographic areas.
• To meet the needs of Canada’s growing Asian community,
we provide EasyLine telephone banking service in Mandarin
and Cantonese. As well, more than 130 branches have
Chinese-speaking employees. For the convenience of these
customers, we also provide a range of our product and
marketing literature in Chinese.
• To serve members of Canada’s Aboriginal communities,
TD Bank and Saskatchewan Indian Equity Foundation Inc.
(owned by the member nations of the Federation of
Saskatchewan Indian Nations) formed a strategic alliance in
1996 to create First Nations Bank of Canada (“FNBC”).
FNBC is the first Canadian bank with exclusive Aboriginal
common share ownership.
FNBC is a domestic chartered bank offering a full
range of personal and business banking services including
loans, mortgages, investments, transaction accounts and
cash management services. FNBC’s primary focus is on
Aboriginal clients with approximately 75% of the staff of
First Nations decent.
FNBC has corporate offices and a branch in Saskatoon,
Saskatchewan, with branches also in Walpole Island,
Ontario, and Chisasibi, Quebec. In April 2000, the Walpole
Island branch became the head office for FNBC, making
it the only chartered bank in Canada with its head office
on a reserve. FNBC services are also available through all
TDBFG branches and electronic banking channels.

Centre TD Canada Trust’s
Vicki Sevdalis helps a long-time
client manage her investment
needs.
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Advancing small business goals
Small businesses are an important customer group for
TDBFG, representing over 90 per cent of all our business
borrowing customers. In fact, we have the second largest
portfolio of small business customers among Canadian banks
– more than 530,000 across Canada.
We’re deeply committed to giving small businesses prod
ucts and services that are tailored to meet their financial
needs. For small businesses that require financing to start up
or grow, we offer a number of innovative programs, some
times through collaboration with governments and local
organizations.
Financing initiatives in 2002
In 2002, we authorized over $11.8 billion in debt financing
of $500,000 or less to firms in Canada. Approximately
$4.5 billion in debt financing was under $100,000 (refer
to charts on page 7 for more details). Here’s a look at
initiatives undertaken during 2002 in relation to small
business financing:
• TD Canada Trust offered approximately 200,000 small
business owners over-the-phone loan approvals through
direct mail campaigns.
• Our third party agricultural lending programs, in conjunction
with several crop input supply companies, have allowed
farmers to access credit in over 420 additional locations,
making the rural banking experience more convenient and
comfortable.
• TD Canada Trust continued its participation in the Federal
Government’s Canada Small Business Financing Loan pro
gram. Businesses with annual revenue of $5 million or less
can apply for loans up to $250,000 to finance up to 90 per
cent of equipment, leaseholds or property purchases.

Right TDBFG employee
Catherine Hall of Victoria,
B.C., provides an independ
ent business owner with
banking and borrowing
literature at a Small
Business Week event.

• We worked with provincial governments to offer a number of
innovative loan products for small business:
• 1% Below Prime Small Business Loan – TD Canada
Trust held several campaigns to promote this loan
program as part of the Small Business Investment Tax
Credit (SBITC) offered by the Ontario government.
Designed to stimulate investment in Ontario small
businesses, the loan offers a special no-hassle low rate
for companies with less than $500,000 in total assets
and gross revenues.
• P.E.I. Entrepreneur Loan Program – TD Canada Trust
continues its participation in the P.E.I. Entrepreneur
Loan Program, offering government guaranteed loans
up to $25,000 for new or existing small businesses
in Prince Edward Island with sales up to $1 million.
Also, students operating a business in P.E.I. are able
to apply for a $3,000 government guaranteed loan for
the summer months with full repayment due October 31
of the year in which the loan was made.
• Manitoba Start program – We renewed our involve
ment in the Manitoba Start program, offering government-guaranteed loans up to $10,000 to Manitobans
who are either ready to launch a new business or who
have been in operation for less than six months.
Participants attend a three-day business planning
workshop to help them get a good start.
• Saskatchewan Drought Relief Program – As a result
of the drought conditions in 2002, TD Canada Trust
worked with the Government of Saskatchewan to
administer this relief program, designed to provide
prime rate loans to Saskatchewan farmers who lived
in a drought-designated area.
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Special services for small business
• With longer branch hours and EasyLine and EasyWeb†,
our convenient phone and web banking services for small
businesses, we make it easier for busy small business own
ers to take care of their financial affairs around the clock.
• We relaunched our Business Savings Account in 2002
and lowered the account balance threshold required to
earn interest from $25,000 to $10,000 – allowing
entrepreneurs to grow their money faster. In addition, we
are one of the few banks to offer interest on our Business
Chequing Account.
• In 2002, we increased by 50 per cent the number of
dedicated Business Service Wickets across Canada to help
our Customer Service Representatives deliver quick, efficient
and accurate service to small business customers.
• We have 75 specialized small business banking managers
throughout the country to help our branches meet the
specific needs of small business customers.

Left Successful entrepreneur
Cora Mussely Tsouflidou, owner
of the Cora Breakfast franchise,
was a guest speaker at a TD
Canada Trust Small Business
Week event in Montreal.
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Electronic banking for small business
• During 2002, we enhanced our electronic services for small
business customers, improving their access to additional
deposit, investment and credit accounts through either
EasyLine or EasyWeb Banking Services.
• We also introduced a new foreign exchange transfer
capability in EasyWeb that allows customers to easily
transfer between Canadian and U.S. dollar accounts with
the most up-to-date exchange rates.
• Specially designed for small business operators, TD.com
contains a Small Business Resource Centre with online tools
such as a Business Planner to help develop a company
business plan, reports on the state and direction of the
economy, and online credit applications.

We ranked #1 in overall customer satisfaction
by 2002 Thompson Lightstone Survey of Small
Businesses in Canada.

Above Foreign exchange
trader Cameron Cripps of
TD Securities trades foreign
currencies to help commercial
customers export their
products.
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To Our People
To achieve our vision of becoming
a leading Canadian-based North
American financial services
company, it is essential that we
attract and retain the very best
people. That means offering them
rewarding roles in a supportive
environment, and promoting
a workplace that reflects the
diversity of our society.
We also believe that standing
behind our employees today
means helping them prepare for
tomorrow. They are thinking
beyond their immediate work life,
whether they are considering
their career objectives or their
changing family obligations.
At TDBFG, we’ve developed
a wide spectrum of employee
services and continuous learning
opportunities so our people
can thrive professionally and
personally today, and plan for
the possibilities that lie ahead.

“Qualifying for the 2004 Paralympics in Greece is a big part
of my future,” enthuses Adam Frost, Customer Service Officer
at TD Visa* in Vancouver. Adam dedicates his personal time
to training for his favourite sport, wheelchair rugby. Thanks
in part to flexible work arrangements available at TDBFG, Adam arranged a series of week-long
leaves of absence in 2002 to train for a spot on Canada’s wheelchair rugby team.
“My Human Resources counsellor was really supportive and helped me plan for these major events
in my life,” says Adam.
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Building organizational diversity
TDBFG values and is committed to diversity in its
workforce. We believe this is key to our success in the
competitive global marketplace. By designing policies and
initiatives to promote diversity and equal opportunity for
all employees, we aim to build a culture that respects and
fosters the unique talents and perspectives that each of
us brings to the organization. Here we provide a sample
of the programs offered to encourage awareness, accom
modation and accessibility.

Employing Canadians coast to coast
With 43,312 employees from Gander, Newfoundland to
Coquitlam, British Columbia, TDBFG makes a significant
contribution to Canada’s economy as one of its largest
employers.

Province/Territory

Full-Time
Employees

Part-Time
Employees

Casual
Employees

Total

British Columbia

2,805

772

769

4,346

Alberta

2,609

863

735

4,207

Saskatchewan

308

175

114

597

Manitoba

485

169

166

820

Ontario

21,409

4,720

3,387

29,516

Quebec

1,777

406

344

2,527

77

29

28

134

New Brunswick

270

149

45

464

Nova Scotia

379

121

79

579

P.E.I.

54

13

14

81

Yukon Territory

23

1

5

29

Newfoundland

Northwest Territories
Canada

9

1

2

12

30,205

7,419

5,688

43,312

Employment figures as at October 31, 2002.

Right “What really made me
want to be part of TDBFG is the
culture. The commitment to
treating people fairly and fostering an environment where

everyone is respected is very
important to me. My colleagues
are like my family.”
Aamir Iqbal, IT Analyst, TDIT.
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Supporting women
TDBFG is a recognized leader in promoting the advancement
of women in areas of career development, succession
planning and flexibility. We are a winner of the prestigious
Catalyst Award recognizing our exemplary initiatives to
promote women to positions of leadership.
• We’ve established processes to identify high-potential
female employees for movement into senior management
roles.
• TDBFG is active in organizations that support the advance
ment of women and enable us to network and identify
prospective candidates for employment. Among these is
Women in Capital Markets (WCM), a volunteer organization
to promote the entry, development and advancement of
women in capital markets. Approximately 30 TDBFG
employees are members and TDBFG has hired WCM
scholarship recipients for summer and full-time positions.
• TDBFG also participates in events such as the Conference
Board of Canada’s Centre of Excellence for Women’s
Advancement and Women of Influence Luncheons, as
well as the YM-YWCA Women of Distinction Awards and
the Canadian Women’s Foundation Annual Professional
Breakfast events.
Supporting Aboriginal peoples
TDBFG works with Aboriginal businesses and organizations to
foster positive, on-going relationships and create ways to
recruit Aboriginal men and women.
• Together with the Federation of Saskatchewan Indian
Nations and the Saskatchewan Indian Equity Foundation
Inc., in 1996 we launched First Nations Bank of Canada.
• To create hiring opportunities for Aboriginal peoples, we
have established connections with numerous organizations
including Indian and Northern Affairs Canada, the Canadian
Council for Aboriginal Business and the Interprovincial
Association for Native Employment.
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• TDBFG has introduced a number of initiatives designed to
promote the advancement of Aboriginal youth. For instance,
we recruit from Aboriginal and on-campus recruitment con
ferences and career fairs from around the country including
the Blueprint for the Future Career Fair by the National
Aboriginal Achievement Foundation.
• TDBFG supports Aboriginal educational achievement
through scholarships and bursaries that identify high-per
formance students, such as the TD Youth Role Scholarships
sponsored through the Métis Settlements General
Scholarship Council and the Aboriginal Education Awards.
Supporting persons with disabilities
TDBFG works hard to create an environment of support for
persons with disabilities.
• During 2002 we launched a Workplace Accommodation
Program to remove barriers and provide all employees with
a means to request assistance such as modification to a
workstation or specialized equipment.
• We participate in career fairs and recruitment programs,
such as the Jobs Market Career Fair for Persons with
Disabilities sponsored by Human Resources Development
Canada. We also support the Ability Edge program, in
partnership with Career Edge and the Canadian Bankers
Association, to recruit disabled persons for internship
placements across the Bank.
• We continually engage with numerous organizations serving
persons with disabilities, including Opportunity 45, the
Canadian Paraplegic Association, the Canadian National
Institute for the Blind, PartnerVision and Line 1000.
• In collaboration with other banks in Quebec, TDBFG works
with Mode d’emploi and the Collège Bois-de-Boulogne to
support the development of a training program to help
disabled persons obtain the qualifications for customer
service positions.

Supporting visible minorities
At TDBFG, we strive to create a respectful, inclusive
environment for visible minorities. Here are some examples:
• We follow a stringent Respect in the Workplace policy to
ensure a work environment free of harassment and where
employees are treated with dignity and respect. All new
hires at TDBFG undergo training on this policy.
• TDBFG actively recruits visible minorities to meet the
diverse needs of our customers. For example, we work
closely with a number of groups such as the Calgary
Immigrant Women’s Association and the Women Immigrant
Lifeline and have introduced recruitment efforts to attract
Korean and Punjabi-speaking candidates to meet the diverse
needs of our customers.
• We participate in community events that celebrate excel
lence and achievement, including the Harry Jerome Awards
and Youth Scholarship Fund, the Harmony Awards Banquet
and Urban Alliance on Race Relations Dinners.
• Our employees actively promote an inclusive workplace.
For instance, some of our staff take part in Heritage Day
celebrations as well as various cross-cultural awareness
workshops.

Our organization scored among the highest
ratings of Canadian businesses and financial
institutions in Human Resources Development
Canada’s Employment Equity Act Annual
Report 2001, for our performance in employing
women, Aboriginal peoples and visible
minorities. While pleased with these results,
increasing representation and advancement
opportunities within our workplace continues
to be a priority at TDBFG.

Above A representative of
The Canadian Hearing Society
conducts workplace sensitivity
training for TD Life employees.
The Society recognized both

TD Life Group and TDBFG
for employee participation in
multi-week sign language
courses.

1937 TD Pub Acc (E) 2/21

2/25/03

2:39 PM

Page 31

THE FUTURE MATTERS

TO OUR PEOPLE

31

Creating workplace flexibility

Advancing future goals

At TDBFG, we understand that our employees need to bal
ance busy careers and busy lives. They want to feel confident
that they’ll be able to make choices to effectively manage
these obligations today and in the future. Provided below
are highlights of the many flexible arrangements available at
TDBFG to help achieve work/life balance:
• Our Flextime option gives employees the ability to work a
regularly scheduled number of hours each week that is less
than the standard 37.5 hours.
• Flexhours and Flexweek provide staff with the flexibility to
determine their hours of work and days off depending on
their personal obligations.
• Flexjob allows employees to share a full-time position with
a colleague while Flexplace provides the option of working
at a location other than their regular TDBFG workplace,
including their home, for all or part of the week.
• Flexreturn lets people gradually return to normal duties
from childcare leave.
• Employees may choose from several leave of absence
options in the event they need to take time away from
work to attend to a personal matter including family care,
education, personal well-being or community service.

In 2002, we devoted $49 million to employee learning and
development initiatives. It is our belief that dedicating such
resources will ensure that our employees can grow in their
roles, work towards career goals, and will therefore want to
stay with TDBFG throughout all stages of their careers.
• We provide a wide range of business, technical and profes
sional development training, and accommodate the diverse
learning preferences of our employees through a mix of
in-class instruction, e-learning, satellite presentations,
and printed and electronic job aids. In 2002, employees
participated in 97,862 programs.
• In 2002, we launched the new Managing at TD program to
help over 5,000 people managers strengthen their ability to
lead, coach and develop their staff. The program includes a
three-day workshop, on-line learning modules and tutoring,
as well as a personal management journal.
• We paid more than $10 million in tuition fees during 2002
on behalf of our employees so they could participate in uni
versity and college programs and specialized courses offered
by organizations like the Institute of Canadian Bankers and
provincial securities commissions.
• As a founding member of Career Edge, a national not-for
profit corporation that offers new graduates internships
with successful Canadian organizations, TDBFG placed 18
students within the organization during 2002. Since the
inception of Career Edge, we have placed over 210 interns.

“With two young children at home, unexpected family issues
are inevitable so I needed flexibility and support from my
employer to deal with the unplanned,” says Elizabeth
Rijkenberg, Financial Planner, TD Waterhouse. “Flexible
work hours help me maintain work-life balance and I’ve
got the comfort of knowing that I can manage whatever
personal or work need that might arise in the future.”

Above Commercial Banking
employees receive in-class
training on new processes and
software to serve customers.
Centre Our employees can
access extensive resources
through People Development at
TD, our web-based “virtual
mentor” to help them manage
their careers.

Right TD Canada Trust sales
and service employees enjoy a
team building event during a
training and recognition event.
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Listening, recognizing, supporting
We provide many resources and programs to offer support,
feedback and recognition to our people. By helping employ
ees overcome challenges at home or work, by listening and
responding to their ideas to build healthy work environments,
and by rewarding their achievements, we hope to build a
foundation to help them succeed professionally and personal
ly in the years ahead.
• TD Pulse is a company-wide employee survey undertaken
twice a year to collect feedback about things that matter
to our people. Data from the survey, which measures key
indices such as leadership, work/life satisfaction, recogni
tion for performance and teamwork, are collected and
tabulated by an outside firm to ensure confidentiality.
We then utilize what our employees have told us to make
enhancements to our workplace practices and programs.
In 2002, some 40,000 TDBFG employees, or 90 per cent
of our Canadian workforce, completed the survey.
• Our employee assistance program, Reach Out, is a
voluntary, confidential counselling and referral service for
employees and their immediate family members, dealing
with a broad range of concerns including child and elder
care, stress, and alcohol and drug issues, available 24
hours a day, seven days a week.

• Between Us, our employee ombuds office, serves as a
neutral party to assist employees with work-related issues
in a confidential manner.
• To recognize the dedication, loyalty and contributions of our
employees, we have a number of initiatives in place includ
ing our recently re-launched Service Recognition Program,
which acknowledges employees for their continued length
of service with the organization.
• Our highest achievement of recognition at TDBFG is the
annual National Award of Excellence. Run for employees
by employees, recipients are nominated by their co-workers
for demonstrating excellence in their daily work.
Congratulations to the 171 TDBFG staff who were honoured
with the award in 2002.

Left Employees from the
Donwoods Plaza branch in
Toronto, Ontario were recognized by TDBFG for earning
top Customer Satisfaction
Index (CSI) scores.

Above TDBFG President and
Chief Executive Officer Ed Clark
discusses customer service
ideas with Atlantic region
employees.
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To Our Shareholders
We are very proud of TDBFG’s
leadership in corporate gover
nance. Strong corporate
governance practices assure our
shareholders that TDBFG is
being operated in their interests.
We also believe that we will be
more attractive to other investors
because our strong corporate
governance culture builds
additional shareholder value.
Our commitment is especially
important in the current environ
ment. Corporate malfeasance,
particularly in the United States,
has caused investors to question
whether the business practices
of the companies they own are
satisfactory. We recognize that
we must adhere to high stan
dards of corporate governance to
give investors confidence in the
success of our organization today
and tomorrow. Our financial
reporting to our shareholders
must be clear and must fairly
present our financial position.
This section of our
Accountability Report provides
highlights of our corporate gover
nance practices and our policies
regarding the clarity, accuracy
and completeness of our disclo
sure. For a more detailed discus
sion of our commitment to good
corporate governance we invite
you to refer to our Management
Proxy Circular and our 2002
Annual Report.

Earning high marks for governance practices:
TD Bank Financial Group earned a Top 20 rating in the 2002 Corporate Governance Rankings
by The Globe and Mail – Report on Business, October 7, 2002. After reviewing our Board
composition, director and management compensation practices, our handling of shareholder rights
issues and our disclosure practices, we ranked 18th among 200 Canadian companies.
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Committed to strong
corporate governance
Our Board of Directors is responsible for overseeing the
Bank’s business and affairs on behalf of its shareholders. The
Board makes all major policy decisions for the Bank including
approval of its strategies.
The Board has established a Corporate Governance
Committee responsible for developing the Bank’s approach
to governance issues and monitoring all of the guidelines
and rules applicable to the Bank for compliance. Board
independence is of paramount importance to strong corporate
governance. The other key tenets of our corporate governance
practices are transparency and accountability, Board partici
pation and expertise, and assurance and supervision of
competent company management.
• To ensure Board independence, significantly more than a
majority of the members of our Board are non-management
directors and all committees are made up of non-manage
ment directors. The Board and any committee can meet
anytime without management present and it is the Board’s
practice to do so at least four times per year.
• The Board is committed to board leadership by a director
who is independent of management. For the last few years,
we have had a Lead Director who facilitates the independ
ent functioning of the Board. In December 2002, the Bank
announced its intention, effective April 3, 2003, to have the
Lead Director take on the role of Chair of the Board. The
Board will periodically consider the best way to deliver
independent Board leadership in the future.
• Independence is also fostered by permitting a director with
the approval of the Corporate Governance Committee, a
committee, or the Board to retain an independent consult
ant at any time.
• To maintain full transparency and accountability to share
holders, the Board approves the Bank’s disclosure policy,
which establishes the principles and procedures for the dis
closure of material information about the Bank, as well as
all major reports to shareholders. Board members undergo a
self-evaluation of the effectiveness of the Board and its
committees, and each director is annually reviewed by the
Corporate Governance Committee. Each committee has
committed to evaluate its own activities each year.
• Active, involved and expert directors are essential to Board
effectiveness. The Board meets at least nine times per year
and board member attendance is taken very seriously by our
directors. In addition to the expertise our directors bring to
the role, they receive detailed presentations on each busi
ness line’s operations and seminars on topical issues. Their
approval is sought for all major transactions and strategic
directions.
• The Corporate Governance Committee monitors the compe
tencies of Board members, ensures the Board is constituted
with all the necessary capabilities and seeks new candi
dates when required.

• The Board carefully supervises management and ensures a
capable management group is in place, in conjunction with
a Management Resources Committee made up entirely of
non-management directors. The Audit Committee receives
reports from core control functions at the Bank such as
Internal Audit, Group Risk Management and Compliance
and ensures that these functions have sufficient resources
to carry out their important mandates.
Enhancements to corporate governance
We constantly monitor evolving best practices in corporate
governance, and adopt those that make sense for our organi
zation. To give our shareholders the utmost confidence in
our corporate governance practices and the integrity of our
financial reporting, we have undertaken some additional
steps this year:
• We have significantly restricted the services that our two
auditing firms can provide to the Bank. Services must be
approved in advance by the Audit Committee.
• TDBFG was the first Canadian bank to commit to reporting
stock option awards as a compensation expense, in
response to the introduction of the new Canadian standard
on stock-based compensation.
• The Chief Executive Officer and Chief Financial Officer certi
fy that our financial statements fairly present in all material
respects the financial condition, results of operations and
cash flows of the Bank in accordance with applicable U.S.
requirements.
• The Board of Directors also acted on its comprehensive
succession planning program with its announcement that
Ed Clark would become Chief Executive Officer of TDBFG
effective December 20, 2002. Over the past months they
have worked closely to facilitate this transition while taking
action to strengthen our management team and develop
effective business strategies.

Transparent and responsible
executive compensation
Executive compensation is a topic of intense interest as
shareholders assess the effectiveness of management. To
ensure that our shareholders are fully apprised on this issue,
our Management Proxy Circular provides full information on
the annual compensation provided to specified executives
including salary, bonus and equity compensation. The Board
and the Management Resources Committee of the Board
approve compensation policies, evaluate the performance of
the Chief Executive Officer each year and review incentive
compensation and pension plans of the Bank.
Our executive compensation philosophy closely aligns
compensation with the financial and business achievements
of the organization and our senior executives clearly accept
their accountability for the company’s performance. For
example, as a result of the disappointing financial results
reported by TDBFG in 2002, neither Charlie Baillie nor
Ed Clark received bonus compensation during this challenging
year. For a more detailed review of our compensation
philosophy, refer to the Report of the Management Resources
Committee in the Management Proxy Circular.
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Managing business risk responsibly
As part of achieving satisfactory returns for our shareholders,
we must ensure that the risks of the enterprise are assessed,
managed and maintained responsibly and within prudent lim
its. We manage risk by assessing the potential credit, market
and operational risks within our operations, business units
and group office, and we establish suitable policies, risk
tolerances and reporting procedures.
TDBFG has a comprehensive, on-going enterprise-wide
risk management framework that incorporates the experience
and specialized knowledge of our business units, Group Risk
Management, Audit, Legal, Compliance, Finance, Human
Resources and other corporate functions including governance
and senior management oversight.
In 2002, the Audit and Risk Management Committee of
the Board of Directors was split into two committees. The
new Risk Committee is actively involved in reviewing signifi
cant risk policies, trends and tolerances and strategies. The
separate Risk Committee will be focused on the management
of risk and overseeing significant market, liquidity, credit and
operational risk and will be accompanied by an enhanced
enterprise-wide risk management process including separate
executive committees. Comprehensive audits are conducted
by Internal Audit to assess the quality of the internal control
environment and compliance with policies and procedures.
Managing business risk responsibly requires us to consider
any social, environmental and ethical risks that could affect
TDBFG. We will continue to build on our assessment and
management of these risks, both in our own operations and
in our business dealings with other companies. With respect
to our own operations at TDBFG, we have many initiatives
focusing on social, environmental and ethical matters. These
initiatives, many of which are described in this report, help
protect TDBFG from these risks.

Left Thomas Spencer, now
Vice Chair, Risk Management,
answers a shareholder question
during the Halifax Annual
Meeting.
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TDBFG also dedicates significant resources to assessing
and managing social, environmental and ethical risks in key
business line operations. For example, we have detailed
procedures in place to protect against environmental risk in
lending situations. We are also revising and updating our
corporate governance practices to help protect against risks
that could result from lending to a borrower that does not
observe the highest social and ethical standards.
More detailed information on our risk management
practices can be found in the Management’s Discussion and
Analysis in our Annual Report.

Promoting high industry standards
Aiming to build confidence among Canadians in the future
strength of their capital markets, private enterprise and cor
porate leadership, Canada’s premier business organization,
the Canadian Council of Chief Executives (CCCE), launched
intensive consultations and research on best practices in
corporate governance in July 2002.
Under the chairmanship of TDBFG’s former Chief
Executive Officer Charlie Baillie, the CCCE’s Corporate
Governance Initiative published recommendations to advance
standards of sound corporate governance in the Canadian
marketplace.
“While Canada’s record on corporate governance is second
to none worldwide, we cannot be complacent. By taking
leadership and dedicating ourselves to the highest standards
of ethical behaviour, we can give Canadians the utmost
confidence in the future of their financial markets and
business enterprises,” stated Charlie Baillie.

Right Shareholders, analysts
and interested stakeholders
learn about TDBFG strategy
during presentations at
the 2002 Annual Meeting
in Halifax, Nova Scotia.
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Additional information
What this Report Covers
TDBFG’s Accountability Report 2002 is being filed as the
public accountability statement required for The TorontoDominion Bank and the following prescribed affiliates of
The Toronto-Dominion Bank:
• Commercial Mortgage Origination Company of Canada
• CT Financial Assurance Company
• Primmum Insurance Company
• Security National Insurance Company
• TD Capital Group Limited
• TD Direct Insurance Inc.
• TD General Insurance Company
• TD Life Insurance Company
• TD Pacific Mortgage Corporation
• TD Asset Management Inc.
• TD Investment Management Inc.
• TD Investment Services Inc.
• TD Mortgage Investment Corporation
• First Nations Bank of Canada (89%)
• TD Securities Inc.
• TD Waterhouse Canada Inc.
• AMI Partners Inc. (30%)
• Newcrest Capital Inc.
• Newcrest Capital Corporation
• Cotyledon Capital Inc.
• SCC Canada Inc.
(Percentages indicate TD Bank’s ownership interest)

Reporting Period
This Report represents activities undertaken in the TDBFG
2002 fiscal year (November 1, 2001 – October 31, 2002).
Unless noted otherwise, any reference in the text to 2002,
for purposes of simplicity, means our 2002 fiscal year. All
numbers refer to the Canadian operations of TDBFG and
include all businesses and affiliates that operate under
TDBFG, unless noted otherwise. There are instances in
this Report where the brand names for different divisions
of TDBFG, such as TD Canada Trust, TD Wealth Management
and TD Waterhouse, are used.
Public Accountability Statements for Other Declarants
within TDBFG
Public Accountability Statement for TD Mortgage Corporation
(the “Declarant”)
This section is the public accountability statement required to
be filed by the Declarant. The Declarant is subsidiary of The
Toronto-Dominion Bank. The Declarant is one of the financial
institutions within TD Bank Financial Group (“TDBFG”).
For information on and examples of the Declarant’s goals
for community development and related activities (including
employee volunteer activities, philanthropic activities,
charitable donations, new initiatives and technical assistance
programs for financing for small business, investments or
partnerships in micro-credit programs, and initiatives to
improve access to financial services for low-income individu
als, senior citizens and disabled persons), and for the total
amount of income and capital taxes paid or payable by
TDBFG, and for charitable donations made by TDBFG,
please refer to the corresponding information contained in
the foregoing public accountability statement for The TorontoDominion Bank, which is hereby incorporated by reference.
As a member of TDBFG, the Declarant did not separately
undertake or participate in the foregoing, as all such activities
and donations are carried on by The Toronto-Dominion Bank
on behalf of other members of TDBFG, including the
Declarant. The Declarant has no employees; all employees in
Canada in TDBFG are employees of The Toronto-Dominion
Bank. The Declarant does not own or lease any separate
branches or facilities for its operations. All money authorized
to be made available by way of debt financing to firms in
Canada was made by The Toronto-Dominion Bank; none
was authorized by the Declarant. The prescribed affiliates of
the Declarant are listed in and covered by the foregoing pub
lic accountability statement for The Toronto-Dominion Bank,
which list is hereby incorporated by reference.
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Public Accountability Statement for Canada Trustco Mortgage
Corporation (the “Declarant”)

Public Accountability Statement for The Canada Trust
Company (the “Declarant”)

This section is the public accountability statement required to
be filed by the Declarant and covers the Declarant’s fiscal
year January 1, 2002 to December 31, 2002. The Declarant
is subsidiary of The Toronto-Dominion Bank. The Declarant is
one of the financial institutions within TD Bank Financial
Group (“TDBFG”).
For information on and examples of the Declarant’s goals
for community development and related activities (including
employee volunteer activities, philanthropic activities,
charitable donations, new initiatives and technical assistance
programs for financing for small business, investments or
partnerships in micro-credit programs, and initiatives to
improve access to financial services for low-income individu
als, senior citizens and disabled persons), and for the total
amount of income and capital taxes paid or payable by
TDBFG, and for charitable donations made by TDBFG,
please refer to the corresponding information contained in
the foregoing public accountability statement for The TorontoDominion Bank, which is hereby incorporated by reference.
As a member of TDBFG, the Declarant did not separately
undertake or participate in the foregoing, as all such activities
and donations are carried on by The Toronto-Dominion Bank
on behalf of other members of TDBFG, including the
Declarant. The Declarant has no employees; all employees in
Canada in TDBFG are employees of The Toronto-Dominion
Bank. The Declarant does not own or lease any separate
branches or facilities for its operations. All money authorized
to be made available by way of debt financing to firms in
Canada was made by The Toronto-Dominion Bank; none
was authorized by the Declarant. The prescribed affiliates of
the Declarant are listed in and covered by the foregoing pub
lic accountability statement for The Toronto-Dominion Bank,
which list is hereby incorporated by reference.

This section is the public accountability statement required to
be filed by the Declarant and covers the Declarant’s fiscal
year January 1, 2002 to December 31, 2002. The Declarant
is subsidiary of The Toronto-Dominion Bank. The Declarant is
one of the financial institutions within TD Bank Financial
Group (“TDBFG”).
For information on and examples of the Declarant’s goals
for community development and related activities (including
employee volunteer activities, philanthropic activities,
charitable donations, new initiatives and technical assistance
programs for financing for small business, investments or
partnerships in micro-credit programs, and initiatives to
improve access to financial services for low-income individu
als, senior citizens and disabled persons), and for the total
amount of income and capital taxes paid or payable by
TDBFG, and for charitable donations made by TDBFG,
please refer to the corresponding information contained in
the foregoing public accountability statement for The TorontoDominion Bank, which is hereby incorporated by reference.
As a member of TDBFG, the Declarant did not separately
undertake or participate in the foregoing, as all such activities
and donations are carried on by The Toronto-Dominion Bank
on behalf of other members of TDBFG, including the
Declarant. The Declarant has no employees; all employees in
Canada in TDBFG are employees of The Toronto-Dominion
Bank. The Declarant does not own or lease any separate
branches or facilities for its operations. All money authorized
to be made available by way of debt financing to firms in
Canada was made by The Toronto-Dominion Bank; none
was authorized by the Declarant. The prescribed affiliates of
the Declarant are listed in and covered by the foregoing pub
lic accountability statement for The Toronto-Dominion Bank,
which list is hereby incorporated by reference.
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Facilities Opened in 2002

Facilities Relocated in 2002

(Nov.1/01-Oct.31/02)

(Nov.1/01-Oct.31/02)

Branches

Branches

British Columbia
Penticton: 2210 Main St.

British Columbia
Aldergrove: 2-3100 272nd St.
site relocated to 880-26310 Fraser Highway

Ontario
Mississauga: 7060 McLaughlin Rd.
Oakville: 498 Dundas St. W
Richmond Hill: 10381 Bayview Ave.
Stittsville: 1270 Main St.
Woodbridge: 9200 Weston Rd.
Quebec
Brossard: 8330 boul. Taschereau, Suite 400

In-Store Locations
Yukon Territory
Whitehorse: 9021 Quartz Rd.
British Columbia
Langford: 860 Attree Ave.
Nanaimo: 6631 Island Highway North
Alberta
Leduc: 5302 Discovery Way
Spruce Grove: 90 Campsite Rd.
St. Albert: 700 St. Albert Rd.
Saskatchewan
Regina North: 3939 Rochdale Blvd.
Ontario
Barrhaven: 3651 Strandherd Dr.
Cobourg: 73 Strathy Rd.
Etobicoke: 165 North Queen St.
Markham: 5000 Hwy 7., Markville Shopping Centre
Windsor: 3120 Dougall Ave, Gateway Plaza
Woodstock: 499 Norwich Ave.
Quebec
Beauport: 224 Joseph-Casavant Ave.
Lasalle: 6797 boul. Newman
Montreal: 6140 Henri Bourassa
Quebec City: 1700 boul. Lebourgneuf
Rosemere: 401 boul. Labelle
St. Constant: 500 Voie de Desserte Route 132 East
Valleyfield: 2050 boul. Monseigneur Langlois
Newfoundland and Labrador
Mount Pearl: 60 Merchant Dr.

Alberta
Lethbridge: #6 College Value Mall, 2025 Mayor MacGrath Dr. S.
site relocated to 2033 Mayor MacGrath Dr. S.
St. Albert: 100-10 McKenney Ave.
site relocated to 40-101 St. Albert Rd.
Spruce Grove: 98A McLeod Ave.
site relocated to 10-100 Campsite Rd.
Manitoba
Winnipeg: Westwood S/C 3312 Portage Ave.
site relocated to 3260 Portage Ave.
Ontario
Kingston: 1060 Princess St.
site relocated to Kingston S/C 1062 Princess St.
Maple: 2535 Major MacKenzie Dr.
site relocated to 2933 Major MacKenzie Dr.
North Bay: 199 Main St. E.
site relocated to 240 Main St. E.
Ottawa: Lincoln Fields Mall, 2525 Carling Ave.
site relocated to 1480 Richmond Rd.;
810 Greenbank Rd. site
relocated to 3671 Strandherd Dr.
Scarborough: Agincourt Mall, 3550 Sheppard Ave. E.
site relocated to 3477 Sheppard Ave. E.
Windsor: 2010 Lauzon Rd.
site relocated to 7404 Tecumseh Rd. E.
Nova Scotia
Sydney: 257 Charlotte St.
site relocated to 292 Charlotte St.
New Brunswick
Saint John: 2 King St.
site relocated to 44 Chipman Hill

Facilities Closed in 2002
(Nov.1/01-Oct.31/02)

Nova Scotia
Truro: 140 Wade Rd.

Automated Banking Machines

The following facilities were closed as a result of the
integration of TD Bank and Canada Trust. More than 90% of
the TD Bank or Canada Trust branches closed as a result of
the integration were within 2 kilometres of another TD Bank
or Canada Trust branch.

Alberta
Brooks: Wal-Mart, 917 3rd. St. W
Edmonton: 10004 Jasper Ave.

Branches

New Brunswick
Moncton W: 25 Plaza Blvd.
Prince Edward Island
Summerside: 511 Granville St.

Manitoba
Winnipeg: Shoppers Drug Mart, 1155 Main St.;
Jumbo Video, 2539 Main St., Unit 9
Ontario
Hanover: Wal-Mart, 1100-10th St.
Mississauga: Creekside, 4880 Tahoe Blvd., Bldg 2
Quebec
Montreal: TD Waterhouse, Peel & St. Catherine
New Brunswick
Saint John: Brunswick House Tower, 44 Chipman Hill

British Columbia
Chilliwack: 45905 Yale Rd. W.
Coquitlam: Citibank, 300-2991 Lougheed Hwy
Duncan: 12-250 Trunk Rd.
Lake Cowichan: 70 Cowichan Lake Rd.
Penticton: 402 Main St.
Richmond: 12420 #1 Rd.; 10111 No. 3 Rd.
Sidney: 2421 Beacon Ave.
Surrey: 10541 King George Hwy; 500-7488 King George Hwy
Vancouver: 2699 Granville St.; 3702 10th Ave. W.; 2105 West 41st Ave.;
6544 Fraser St.; 701 West Georgia St.; 5790 Cambie St.;
88 East Pender St.; 612 Main St.; 1645 Marine Dr.
Vernon: 910-4400 32nd St.
Victoria: 2533 Estevan Ave.; 3941 Shelbourne St.
White Rock: 15137 16th Ave.
Alberta
Calgary: 102-328 Centre St. SE; 5111 Northland Dr. NW;
150 Crowfoot Cres. NW
Edmonton: Riverbend S/C, 5667 Riverbend Rd.; 10907 82nd Ave.;
280 Saddleback Rd.
Lethbridge: 170 Columbia Blvd.; 622 3rd Ave. S.
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Medicine Hat: 447 3rd St SE
Red Deer: 6359 50th Ave.
Spruce Grove: 110-16 Westway Rd.
Stony Plain: #130, 4401 48th St.
Saskatchewan
Regina: 4626 Albert St.; 2425 East Quance St.
Saskatoon: 2122 8th St. E.
Manitoba
Winnipeg: 1414 Henderson Hwy; 1504 St. Mary’s Rd.;
3421 Portage Ave.; 2545 Portage Ave.
Ontario
Ajax: 105 Bayly St. W.; 30 Kingston Rd. E.
Barrie: 91 Dunlop St. E.
Belleville: 200 Front St.
Brampton: 28 Main St. N.; 1 Bartley Bull Parkway
Brockville: 48 King St. W.
Burlington: 2025 Guelph Line; 463 Guelph Line; 1250 Brant St.
Chatham: 75 King St. W.; 414 St. Clair St.
Collingwood: 105 Huronontario St.
Delhi: 99 King St.
Dunnville: 205 Queen St.
Etobicoke: Richview Square, 250 Wincott Dr.
Gloucester: 2544 Bank St.
Guelph: 375 Eramosa Rd.
Hamilton: 863 Upper Wentworth St.; 2 King St. W.;
540 Concession St.; 1005 King St. W.
Hanover: 264 10th St.
Kanata: 120 Earl Grey Dr.
Kingston: 1006 Princess St.; 330 King St. E.
Kirkland Lake: 51 Government Rd. W.
Leamington: 230 Erie St. S.
London: 267 Dundas St.; 365 Richmond St.; 248 Wharncliffe Rd. N.
Maple: 2563 Major Mackenzie Dr.
Markham: 1661 Denison St.; 5005 Steeles Ave. E.
Mississauga: 2550 Huronontario St.; 135 Queen St. N.;
175 Queen St. S.; 1960 Dundas St. W.; 1170 Burnhamthorpe Rd. W.;
88 Lakeshore Rd. E.; 5027 Huronontario St.
Nepean: 1556 Merivale Rd.
Newmarket: Upper Canada Mall, 17600 Yonge St.; 1111 Davis Dr.
Niagara Falls: 5799 Main St.; 4424 Queen St.
North Bay: 100 Main St. W.
North York: 3057 Dufferin St.; Sheppard Centre, 4841 Yonge St.;
680 Sheppard Ave. W.
Oakville: 166 Lakeshore Rd. E; 283 Lakeshore Rd. E.;
2447 Lakeshore Rd. W.
Orleans: 2369 St. Joseph Blvd.
Oshawa: 285 Taunton Rd. E.; 1 Simcoe St. N.; 245 King St. W.
Ottawa: 1460 Richmond Rd.; 35 Larkin Dr.
Owen Sound: 985-2nd Ave. E.
Peterborough: 351 George St. N
Richmond Hill: Hillcrest Mall, 9350 Yonge St.; 10198 Yonge St.
Sarnia: 1362 Lambton Mall Rd.
Scarborough: 3471 Sheppard Ave. E.; 2948 Finch Ave. E.;
70 Eglinton Square
St. Thomas: 462 Talbot St.
St. Catharines: 60 James St.; 346 Lake St.; 221 Glendale Ave.
Stoney Creek: 330 Grays Rd.
Stratford: 42 Downie St.
Sudbury: 1485 La Salle; 50 Cedar St.
Thornhill: 10 Royal Orchard Blvd.
Thunder Bay: 215 Red River Rd.
Tilsonburg: 169 Broadway St.
Timmins: 194 Third Ave.
Toronto: 421 Donlands Ave.; 438 University Ave.; 10 St. Clair Ave. W.;
463 Dundas St. W.; 1169 St. Clair Ave. W.; 979 Bloor St. W.;
3335 Yonge St.; 50 Bloor St. W.; 1840 Eglinton Ave. W.;
421 Roncesvalles Ave.; 446 Spadina Rd.; 320 Bay St.;
948 St. Clair Ave. W.; 313 Eglinton Ave. W.; 1450 Clark Ave. W.;
687 St. Clair Ave. W.
Welland: 87 Main St. E.
Whitby: 408 Dundas St. W.
Windsor: 1495 Ottawa St.; 600 Ouellette Ave.; 13510 Tecumseh Rd. E.;
7689 Tecumseh Rd. E.
Woodbridge: 4080 Highway 7
Woodstock: 477 Dundas St.
Quebec
Montreal: 461 boul. Taschereau
New Brunswick
Saint John: 22 King St.
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Agency Locations
Alberta
Holden: 4924 50th St. (Holden Emporium & Sears)
Sangudo: 5036 50th St. (Traditional Home Furnishing & Decoration)
Swan Hill: 5439 Plaza Ave. (Soup to Nuts)
New Brunswick
New Maryland: 429 New Maryland Highway (Esso station)

Outlets
Manitoba
Bowsman: 213 1st Ave. S. (Cook & Cooke Insurance Brokers)

Automated Banking Machines
British Columbia
Campbell River: 1305 Shoppers Row
Kelowna: 2271-50 Harvey Ave.; Overwaitea Store, 3175 Lakeshore Rd.
Nanaimo: Wal-Mart, 3200 Island Hwy, Unit 100
New Westminster: 610 6th St., Unit 127
Parksville: Wembley Mall, 826 West Island Hwy.
Port Coquitlam: Overwaitea Store, 1430 Prairie Ave
Sardis: 7670 Vedder Rd.
Squamish: Overwaitea Store, 1301 Pemberton
Westbank: Overwaitea Store, 2475 Highway 97 N.
Vancouver: Mac’s Milk, 2515 Hemlock St.;
Shell Station, 1125 Denman St.
Vernon: Petro Canada, 4301 25th Ave.
Victoria: 265 Menzies St.
Alberta
Calgary: 14939 Deer Ridge Dr. SE.; 3410 Bow Trail;
Shoppers Drug Mart, 5111 Northland Dr.
Edmonton: Coast Edmonton Plaza, 10155 105 St.
Medicine Hat: Shell Station, 704 Redcliffe Dr.
St. Albert: Wal-Mart, 375 Bellrose Dr.
Saskatchewan
Regina: Wal-Mart, 353 Albert St. N.
Manitoba
Winnipeg: Shoppers Drug Mart, 1112 Main St.;
Rivertree Landing, 2539 North Main St.
Ontario
Ancaster: Sobeys, 977 Golf Links Rd.
Atikokan: Mike’s Mart, 401 Main St. E.
Brampton: Shell Station, 10178 Hurontario St.
Burlington: Shell Station, 1221 Guelph Line
Etobicoke: 6700 Finch Ave. W.; Wal-Mart, 5555 Dundas St. W.
Essex: Shoppers Drug Mart, 7 Talbot St. N.
Fenelon Falls: M&J Jug City, 109 Lindsay St.
Gloucester: Rogers Video, Unit 4, 2016 Ogilvie Rd.
Guelph: Guelph Desert Inn, 63 Woodland Rd.;
Imperial Tobacco, 107 Woodlawn Rd. W.
Hanmer: Independent Grocer, 5200 Highway 69 N.
Kingston: 115 Clarence St.; Shoppers Drug Mart, 136 Princess St.
Kitchener: 1138 Victoria St. N.
London: London Airport, 750 Crumlin Side Rd.;
Fanshawe Student Union, 1460 Oxford St. E.
Markham: Wal-Mart, 5000 Hwy. #7 E.
Mississauga: Rabba Variety Food Fair, 3080 Windwood Dr.
North York: Rogers Video, 3076 Don Mills Rd.
Orillia: Duffy’s Quickmart, 390 Memorial Ave.
Oshawa: Checkers Variety, 309 Wentworth St. W.
Ottawa: Shoppers Drug Mart, 1642 Merivale Rd.
Stoney Creek: Shoppers Drug Mart, 1 King St. E.
Sudbury: Shoppers Drug Mart, 2015 Long Lake Rd.
Toronto: Jerk King Restaurant, 4457 Kingston Rd.;
Franks Food Basics, 530 Kerr St.; Mr. Grocer, 985 Woodbine Ave.;
Coffee Time Donuts, 235 Queen St. E.; Varsity Stadium,
277 Bloor St.; Sourezk Pharmacy, Unit 104, 701 Sheppard Ave.;
Shoppers Drug Mart, 1630 Danforth Ave.; Rogers Video, 1971 Yonge St.
Welland: Zellers Seaway Mall, 800 Niagara St. N.
Windsor: 2425 Tecumseh Blvd.; Wal-Mart, 3120 Dougall Ave.
Woodstock: Wal-Mart, Hwy #2
Quebec
Lasalle: Wal-Mart, 8248, boul. Champlain
Quebec City: Wal-Mart, 5401, boul. Galleries de la Capitale
Rosemere: Wal-Mart, 401, boul. Labelle
New Brunswick
Moncton: Shoppers Drug Mart, 350 St. George St.
Rothesay: Sobeys, 140 Hampton Rd.
Newfoundland and Labrador
St. John’s: Sobeys Mt. Cashel, 10 Elizabeth Ave.
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TDBFG quick facts 2002
At TD Bank Financial Group, we believe that
vigorously promoting and supporting the needs of all our community stakeholders, and being open
and transparent about how we do so, is integral to building lasting relationships and success.
Here are some highlights of our activities and contributions during 2002…

Supporting Canadians:

Supporting our customers:

• $179.25 billion authorized in debt financing to 231,928
firms in Canada
• $443.9 million paid in federal and provincial income and
capital taxes
• TDBFG staff delivered hundreds of educational seminars
and presentations to students, consumers, small businesses
and community groups
• Our sponsorship of the TD Forum on Canada’s Standard of
Living generated a practical debate on Canada’s economic
future
• We published comprehensive research reports designed to
promote discussion and awareness of urban policy issues

• Over 3,000 points of access to banking and financial servic
es in Canada, including 1,026 traditional branches, 122
in-store locations and 2,608 automated banking machines
• 530,000 small business customers across Canada,
representing the second largest portfolio among financial
institutions
• Specialized services have been developed for customers
with diverse needs and for our multi-cultural and aboriginal
communities
• TD Canada Trust is Canada’s leading personal and commer
cial bank, as well as the industry leader in customer service
and electronic banking

Supporting our communities:

Supporting our people:

• $20 million donated to charities across Canada to create
brighter futures for our children, communities and the
environment, making TDBFG one of the country’s top
corporate donors
• $4.17 million in gifts-in-kind donations, including comput
ers, equipment and art
• $2 million in charitable sponsorships
• Numerous scholarship and children’s literacy projects pro
vided essential support to our educational system, including
450,000 books donated to children and $1.34 million in
student scholarships and bursaries
• Our TD Friends of the Environment Foundation channelled
over $3 million to 1,100 plus environmental initiatives
• Hundreds of thousands of volunteer hours logged by
employees through corporate-sponsored community
programs and individual causes in local areas

• 43,312 employees
• $49 million invested in employee learning
• Employees attended 97,862 programs for a total of
101,501 training days
• More than $10 million paid in tuition fees so employees
could attend courses and programs offered by universities,
colleges or professional associations
• Placed 18 students around the organization in Career Edge
internship positions
• 90% of employees completed the TD Pulse survey to meas
ure key indicators of employee satisfaction in the workplace

Supporting our shareholders:
• TDBFG applies high standards of corporate governance,
including policies governing Board independence, financial
disclosure and accountability
• TDBFG earned a top 20 rating in the 2002 Corporate
Governance Rankings by the Globe and Mail – Report on
Business
• In terms of overall performance, TDBFG is one of the top
ten most admired and respected corporations in Canada as
ranked by Canadian CEOs, according to Ipsos Reid’s 2002
annual CEO survey
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How to contact us

For additional information about TD Bank Financial Group:
Head Office
The Toronto-Dominion Bank
P.O. Box 1
Toronto-Dominion Centre
King St. W. and Bay St.
Toronto, Ontario M5K 1A2
Tel: (416) 982-8222
Fax: (416) 982-5671
Products and services:
Contact TD Canada Trust, 24 hours a day, seven days a week
1-866-567-8888
French: 1-800-895-4463
Cantonese/Mandarin: 1-800-387-2828
Telephone device for the deaf: 1-800-361-1180
General and financial:
Contact Corporate and Public Affairs
(416) 982-8578
Internet web site:
www.td.com

Design: Q30 Design Inc.
Editorial: RJF Communications
Printed on recycled paper containing a minimum of 10% post-consumer waste.
Only vegetable-based, low solvent inks have been used.
†† Trade-mark of The Toronto-Dominion Bank
† Trade-mark of Canada Trustco Mortgage Company
* Visa International Service Association/TD Canada Trust, licensed user of the mark.
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www.td.com
The Toronto-Dominion Bank and its subsidiaries are collectively known as TD Bank Financial Group.
In Canada and around the world, TD Bank Financial Group serves more than 13 million customers in
three key businesses: personal and commercial banking including TD Canada Trust; wealth management
including the global operations of TD Waterhouse; and a leading wholesale bank, TD Securities,
operating in over 20 locations in key financial centres around the globe. On October 31, 2002, TD was
the third largest bank in Canada in terms of market capitalization.
TD Bank is a Schedule 1 chartered bank subject to the provisions of the Bank Act of Canada. It was
formed on February 1, 1955 through the amalgamation of The Bank of Toronto, chartered in 1855,
and The Dominion Bank, chartered in 1869. TD Bank is headquartered in Toronto, Canada.
Our common stock is listed on The Toronto Stock Exchange, The New York Stock Exchange,
The London Stock Exchange and The Tokyo Stock Exchange. Symbol: TD.

