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the future matters
 

What This Report Covers 
This Corporate Responsibility Report 2003 is being filed as the public accountability statement 
required for The Toronto-Dominion Bank (“TD Bank,” or the “Bank”) and its prescribed affili
ates listed on page 46 of this Report. In addition this is the public accountability statement for 
the following subsidiaries of TD Bank: TD Mortgage Corporation, Canada Trustco Mortgage 
Corporation, and The Canada Trust Company. 

This Report represents activities undertaken in the TD Bank Financial Group (“TDBFG”) 
2003 fiscal year (November 1, 2002–October 31, 2003). Unless noted otherwise, any reference 
in the text to “2003” means our 2003 fiscal year. All numbers refer to the Canadian operations 
of TDBFG and include all businesses and affiliates (including the prescribed affiliates) that oper
ate under TDBFG, unless noted otherwise. There are instances in this Report where the brand 
names for different operations of TDBFG, such as TD Canada Trust, TD Wealth Management, 
and TD Waterhouse, are used. Refer to pages 46–48 for more information on Report scope 
and profile. 
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Imagine is Canada’s national program to promote public and corporate giving and support for the community. TDBFG 
is recognized as an “Imagine Caring Company,” which means we are committed to giving a minimum of 1% of our pre-tax 
profit to charity, encouraging employee giving and volunteering, supporting suppliers whose business is ethically and 
environmentally sound, and sharing our business expertise with our communities. 
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quick facts 2003
 
We believe that vigorously promoting and supporting 
the needs of all our stakeholders and being open 
and transparent about how we do so are integral to 
building lasting relationships and success. 

To All Canadians $157.2 billion in financing to support economic development 

To Our Communities $24.5 million donated to charities 

To Our Environment $3.2 million to projects via TD Friends of the Environment Foundation 

To Our Customers #1in banking industry for branch hours of service 

To Our Employees $49 million invested in employee learning 

To Our Shareholders 8.7% return on common shareholders’ equity 

All figures above are for fiscal 2003. 
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the future matters  
At TDBFG, we strive to be Canada’s leader 

in terms of providing customer and employee 

satisfaction, delivering long-term value 

for our shareholders, and making a positive 

contribution to the communities where 

we live and work. 

Welcome to TD Bank Financial Group’s 
Corporate Responsibility Report 2003. 

In this, our second annual publication, we are pleased to provide information about our 
community, social, economic, and environmental performance during 2003, as well as 
ongoing activities and commitments in these areas. This Report is designed for and organized 
around our major stakeholders: customers, employees, shareholders, and communities, the 
latter including community partners, the environment, and Canadians overall. 

This Report complements our 2003 Annual Report to Shareholders, which details our 
financial and operational performance during 2003. While there is some overlap of 
information in the two reports, both should be read for a full account of our organizational 
activities, operations, and profile. 

Your Opinion Counts 

Give us your feedback on our Corporate Responsibility Report 2003. Email us at 
crreport@td.com. 

mailto:crreport@td.com
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to TD Bank Financial Group
 

To  build a better Canada, all Canadians share a responsibility 
to contribute to our nation’s social and economic well-being. 
At TDBFG, we recognize that our success is not only meas
ured by our financial performance – it’s also measured by 
the extent to which we do what’s right for our stakeholders, 
today and in the long term. 

This Corporate Responsibility Report provides an overview 
of TDBFG’s activities and performance during 2003 in 
support of our stakeholders – customers, employees, 
shareholders, communities, and all Canadians – including 
our commitments to address the things that matter most 
to them. 

While our stakeholders maintain distinctly separate needs 
and expectations, we’ve seen a growing convergence of 
interest in our corporate social responsibility practices. 
For example, our internal research has shown that our 
employees care deeply about career development and want 
our social values to closely align with their values, and a 
growing number of investors have expressed interest in our 
social, ethical, and environmental performance in addition 
to our financial results. 

TDBFG’s commitment to corporate responsibility is an 
important part of how we operate. We’ve integrated social 
and community interests with our core business objectives, 
reflecting the values of all stakeholders across everything we 
do. For instance, our customers have told us that community 
causes supporting children and the environment are very 
important to them, so we’ve made these issues central 
pillars of our charitable giving program. 

No organization does everything right all of the time, 
and in this Report we’ve noted where progress needs to 
be made. But we’re proud of our accomplishments and of 
our relationships with those we serve and those around us. 
Operating in the best interests of all our stakeholders is a 
balancing act and an evolving process, and we’re trying to 
be as transparent as possible. Your feedback lets us know 
how we’re doing, and I encourage you to please tell us what 
you think. 

I’d also like to personally convey my special thanks to 
all TDBFG employees. I’m deeply appreciative of their efforts 
on behalf of the organization – from delivering industry-
leading customer service to their many hours devoted to 
community causes. With their support we can continue to 
help build a positive and sustainable future for Canada 
and all of our stakeholders. 

W.  Edmund Clark 
President and Chief Executive Officer 



the future matters
 

Barry Rathburn 
Branch Manager 

Volunteer firefighter and TD Canada Trust Branch Manager Barry Rathburn has dedicated 10 
years to the Sprout Lake Fire Department to assist in crucial rescue and fire service near Port 
Alberni, British Columbia. After “hours and hours of time” spent training for the unexpected, 
the future confronted Captain Rathburn last summer when he was asked to travel to Kelowna 
to fight raging forest fires. “I was proud to be part of a collaborative effort to help when 
needed,” says Barry, who worked all-night shifts over four days to defend a community from 
encroaching fire. 
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to all Canadians
 
As a major player in the Canadian economy, 

our responsibility is to lead by example and 

use our expertise and resources to effect 

positive change around us. 

$157.2 billion in business loans • public policy contributions • crisis-response efforts • financial literacy initiatives 

At TDBFG, we recognize that we’re a fundamental part of 
Canada’s economic landscape. As a business, we’re both a 
supplier and a purchaser of products and services, directly 
contributing to economic activity. As a financial services 
provider, our role goes deeper. We contribute to community 
development, job creation, and the well-being of society 
overall through the loans and investments we make. 

Beyond these activities, our position allows us to impart 
economic benefits to Canadians in other ways and, in turn, 
demonstrate our commitment to the future of this country. 
For us that means teaming up with community leaders to 
address issues like urban sustainability and contributing to 
public discussions on crucial challenges such as affordable 
housing. It means reaching out to communities that have 
sustained economic hardship as a result of natural disasters 
and other crises. And it means sharing our financial acumen 
with Canadians to help build informed communities. 

Responding During Times of Crisis 
During 2003, Canada witnessed firsthand the devastating 
effects of crises that ravaged many local communities and, 
at times, dampened confidence in the safety, security, and 
health of our nation. Throughout this uncertainty, Canadians 
banded together to help those in need. TDBFG helped to 
assist affected communities with their recovery efforts by 
providing financial relief, by mobilizing our branches as 
collection points for public donations, and through the 
volunteer efforts of our employees who asked themselves 
“How can we help as Canadians?” each time disaster 
struck. While recovery from the year’s events will take time, 
we’re proud to have played a modest part in the spirited 
Canadian response. 

The SARS Crisis 
Canadians worried about the lasting economic fallout of 
Severe Acute Respiratory Syndrome (SARS) throughout 
2003. TDBFG joined Canada’s other major banks in making 
a joint corporate donation of $1 million toward a campaign, 
coordinated by government and business leaders, to pro
mote Toronto to visitors and investors. TDBFG also advised 
customers that long-standing policies to defer bill payments 
or access special emergency support loans remained avail
able for those affected by SARS. 

Approximately 200 TDBFG employees donated time and 
money to the Health Care & Hospitality Workers Relief Fund, 
resulting in a $25,000 donation to support Torontonians 
most impacted by SARS. Numerous employees volunteered 
to work at the July 30th SARS-relief concert in Toronto, 
selling tickets and counting cash at the fundraiser. Together 
with Heritage Toronto and the Toronto Star, TD Canada 
Trust sponsored special free neighbourhood walking tours 
through Kensington Market and Chinatown, encouraging 
people to rediscover areas of the city most affected 
economically by SARS. 

Above: Working at an Emergency Operations Centre, TD Waterhouse 
employees applied their business resumption plans when crises affected 
Canadians in 2003. 
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Left: TD Canada Trust’s Todd O’Reilly presents cheque to Medicine Hat Food Bank’s president, following August 
2003 Prairie cattle/food bank drive. Centre: TD Meloche Monnex employees worked round the clock during the 
August 2003 blackout to field calls from concerned customers. Right: We  sponsored free neighbourhood walking 
tours in an effort to get Torontonians to rediscover their SARS-impacted community. 

Supporting Prairie Cattle Industry 
When a single case of bovine spongiform encephalopathy 
(BSE) was discovered in Alberta, foreign restrictions on 
Canadian beef and feed exports threatened the country’s 
Prairie cattle sector. TDBFG quickly stepped forward to 
assure farmers that we’d continue to work with them on 
a client-by-client basis to get through tough times with 
minimal disruption. 

We also launched a donation drive at TD Canada Trust 
locations in Alberta, Manitoba, and Saskatchewan in support 
of the Prairie cattle industry, pledging to match all donations 
up to a maximum of $50,000. Customers generously con
tributed $40,000 during the one-week campaign and TDBFG 
elected to donate the full $50,000. The $90,000 donation 
was distributed to Prairie region food banks for the purchase 
of Canadian beef products. 

B.C. Forest Fires 
As devastating forest fires raged around Kelowna, Kamloops, 
and North Thompson, British Columbia, last summer, TD 
Canada Trust donated $50,000 to the Canadian Red Cross 
B.C. Forest Fires Response Fund to provide immediate assis
tance to the affected communities. Many TDBFG employees 
also provided their hands-on support, including volunteer 
firefighter Barry Rathburn (see page 4). 

Dedication During Disruptions 
TDBFG provided its support during many other community 
disruptions in 2003, including a $25,000 donation to 
the Canadian Red Cross Badger Relief Fund following 
severe flooding last winter in Badger, Newfoundland, and 
a $25,000 donation to various support groups in Nova 
Scotia, including the Metro Food Bank Society, following 
Hurricane Juan. 

We’re thankful to our employees who demonstrated their 
resiliency during the power disruptions caused in Atlantic 
Canada by Hurricane Juan and the Ontario blackout last 
August, working exceptionally hard to keep or get us back 
in business. For example, our business response planning 
team skillfully re-routed our e-business products (EasyWeb™, 
WebBroker , and Web business banking) to a backup 
operations centre so customers felt minimal impact, and 
with support from the technology group our e.Bank team 
handled the higher-than-average call volumes without any 
increase in wait times. 

Helping Chart Canada’s Future 
As a major financial institution, TDBFG has the resources 
and expertise to contribute to the ongoing discussion of 
Canada’s road ahead. By conducting and sharing extensive 
economic research, by supporting public- and private-sector 
initiatives to address national issues, and by adding our voice 
to matters of public policy, we are helping Canadians make 
informed choices to ensure the country’s economic strength 
and social vitality. 

Addressing Urban Challenges 
Over the past two years, TDBFG has made an important 
contribution to the national debate on revitalizing cities 
and raising Canada’s standard of living with a series of 
reports linking the country’s economic well-being to strong 
urban centres. In 2002, our in-house economics team, 
TD Economics, initiated in-depth research on the issue and 
published two far-reaching studies, one on the challenges 
facing Canadian urban centres overall (April 2002) and 
another on the Greater Toronto Area (May 2002). Both 
provided evidence that cities are fundamental to Canada’s 
future health and its ability to increase the standard of living 
for all Canadians. 

In 2003, TD Economics continued their series of research 
reports on urban policy issues: 
•  In a report titled The Calgary-Edmonton Corridor: Take 

Action Now to Ensure Tiger’s Roar Doesn’t Fade (April 
2003), they made specific recommendations to each level 
of government and the private sector to address issues 
that could crimp future growth, including urban sprawl, 
infrastructure renewal, and the income gaps emerging in 

Above: TDBFG published research to generate ideas and awareness 
about ways to make living conditions better for all Canadians. 
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the fast-growing region. The TD Economics team met with 
civic officials in Alberta throughout April 2003 to share 
their findings. 

•  The crucial issue of housing challenges was the subject 
of Affordable Housing in Canada: In Search of a New 
Paradigm (June 2003). They called on policy-makers to 
address the issue by boosting the supply of affordable 
housing and by raising incomes of renters through 
programs to lower high-school drop-out rates, improve 
immigration settlement services, and adjust benefit and 
tax systems. They reported that a far-sighted vision of 
lifting the incomes of the poorest Canadians is the 
true solution to securing Canada’s long-term well-being 
and competitiveness. 

•  In Canada’s Northwest Territories – Can Gems and Gas 
Bring Sustained Growth to the North? (December 2003), 
the TD Economics team argued that a number of 
resource-development projects, both under way and in the 
works, have the potential to keep the region’s economy 
growing at full tilt for many years. Challenges and oppor
tunities identified include the need to diversify beyond 
natural resources, strengthening the region’s inadequate 
infrastructure, increasing education rates among 
Aboriginals, and ensuring that gains from the economic 
boom are spread among all residents of the Northwest 
Territories. 

In addition to this series of research reports, TDBFG is 
involved in other efforts aimed at drawing attention to 
critical urban issues: 
•  TDBFG was a major sponsor and participant in the 

Strategies for Urban Sustainability Conference in 
Edmonton in September 2003, at which national leaders 
explored ways to enhance the quality of life and 
economic competitiveness of Canada’s urban centres 
in the 21st century. 

•  Headquartered in Toronto, TDBFG both supports and ben
efits from the continued health of Canada’s largest city. 
We are an active member of the Toronto Financial Services 
Alliance (TFSA), a public- and private-sector committee to 
promote and protect the city as a leading financial centre. 
We also participated in the second annual Toronto City 
Alliance Summit, in which community and business 
leaders, including former TDBFG Chairman and CEO 
Charlie Baillie, met to discuss pressing civic issues, ranging 
from transit services to public education. 

More info: td.com/economics 

Tackling Other Economic and Policy Issues 
•  Small business accounts for roughly one-third of Canada’s 

real gross domestic product and yet there has been a dis
tinct lack of detailed economic research into issues affect
ing this essential business segment. As a result, in 2003, 
TD Economics embarked on developing specialized eco
nomic analysis relevant to small business operators, which 
is available at td.com’s Small Business Resource Centre. 

•  In November 2002, TD Economics reported on the 
projected costs of a university education over the next 20 
years, including estimated tuition fees and living expenses. 
The analysis cautioned Canadian parents that they must 
plan early to take advantage of savings and tax-shelter 
opportunities to finance their children’s education. 

•  TDBFG executives, analysts, and subject-area experts 
continually provide their insights as members of external 
committees or as speakers at conferences on a wide range 
of national issues. For example, in 2003, TD Economics 
leaders alone conducted close to 150 community 
presentations from coast to coast. TD Canada Trust, 
TD Commercial Banking, and TD Waterhouse hosted 
a joint event in Montreal, “Influential Women,” which 
brought together 150 professional women for an 
opportunity to interact and exchange ideas. 

•  TDBFG has committed to help share Canada’s rich history 
and encouraging debate about the future shape of our 
civic culture by endorsing the Dominion Institute, an 
organization concerned about the declining study of 
history and citizenship in schools and the impact on our 
national identity. 

Providing Context and Commentary 
While TDBFG’s economic experts typically assess global and domestic events from the perspective of borrowers 
and investors, throughout the crises of 2003 they provided commentary to add context to unfolding events. 

“These issues matter greatly to Canadians, and they watched the news and wondered ‘What does this mean to 
me?’ and ‘How will this affect our economy and my job?’” observes Don Drummond, Chief Economist and Senior 
Vice President. “It’s their future, and we want to help them understand what it could mean to all Canadians.” 

http://td.com/economics
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Our support includes: 
– A $120,000 donation to organize the LaFontaine-

Baldwin Symposium, an annual lecture and town hall 
co-hosted by the Dominion Institute and H.E. John 
Ralston Saul, to discuss issues about Canada’s civic 
development. In 2003, the two-day event was held 
in Halifax, attended by 1,000 Canadians. 

– Corporate sponsorship, in partnership with the federal 
Department of Citizenship and Immigration, of the 
“Passages to Canada” speakers bureau, an educational 
program that profiles the stories of immigrant 
community leaders to high school students and 
community groups. 

Supporting the Political Process 
TDBFG helps to bolster the Canadian political system every 
year with financial support and through participation in 
events and initiatives. Our advice was sought by different 
governments in 2003. As one example, TDBFG President and 
CEO Ed Clark accepted an invitation from newly elected 
Ontario Premier Dalton McGuinty to participate in the 
Premier’s Transition Advisory Board, representing leaders 
from a cross-section of Ontario’s private, academic, and 
not-for-profit sectors, to support the planning process and 
ensure that Canada’s largest province is governed effectively 
and efficiently. 

Last year, TDBFG contributed over $312,000 to various 
political parties and candidates at all three levels of govern
ment across the country. This level of financial support will 
be reduced starting in 2004 as the result of a new federal 
law limiting federal political contributions by corporations. 

Political Contributions 

Federal level $149,000 
Provincial level $151,000 
Municipal level $ 12,000 

Total  $312,000 

Raising Financial Literacy 
To help educate consumers and small businesses about 
today’s complex financial world, we offer a number of learn
ing resources via our Web site and information materials in 
branches. TDBFG also participates in industry-wide financial 
literacy initiatives. For example, we are a major sponsor of 
the Building a Better Understanding program delivered 
through the Canadian Bankers Association. Program initia
tives include: 
•  Minding Your E-Business, a free seminar to help small 

business owners learn about e-commerce security and 
privacy. In 2003, 25 seminars were held coast to coast 
with approximately 1,700 entrepreneurs attending, and 
76 TDBFG employees volunteered 304 hours of their time 
to help promote the seminars. 

•  There’s Something About Money (TSAM), a free seminar 
program for students that teaches essential lessons in 
money management. In 2003, 60 TDBFG employees, 
volunteering 672 hours of their time, delivered 112 
seminars to 3,259 high school students across the country. 
TDBFG now has 195 trained volunteers as part of the 
TSAM network, up 17% from 2002. 

•  An Online E-Security and Privacy Guide for small business
es, launched in 2003 in partnership with Industry Canada. 

More info: cba.ca Canadian Bankers Association 

Adding Financial Strength 
to Canadian Communities 
Financing and Investment 
TDBFG contributes to national and local economic develop
ment through its many lending and investment activities. 
To businesses large and small across the country, we supply 
necessary debt financing through loans, mortgages, and 
other credit facilities, in the process creating more jobs for 
Canadians and spurring the production of products and 
services. In 2003, TDBFG authorized a total of $157.2 billion 
by way of debt financing to over 240,000 firms in Canada 
(refer to charts on page 48). 

Through TD Securities , we play a key role in assisting 
companies and governments to raise capital. Both debt 
and equity capital are raised for businesses to help them 
start up or expand existing operations, and we raise debt 
for governments to fund their operations. 

A Major Taxpayer 
TDBFG also makes an important economic impact as a major 
Canadian taxpayer. Our $1.15 billion in income and capital 
taxes paid or payable in 2003 helped the federal and provin
cial governments provide vital services to Canadians. In 
addition to income and capital taxes, TDBFG also pays 
payroll, sales, property, business occupancy, and other taxes. 
The Canadian banking industry consistently ranks among 
the payers of the largest amount of taxes in Canada, both 
in absolute dollars and relative terms. 

Above: Addressing the Canadian Urban Institute in October 2003, 
Derek Burleton is one of several TDBFG economists regularly invited 
to share insights at major events. 

http://cba.ca
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Income and Capital Taxes Paid by TDBFG in 2003 

(thousands of dollars) 

Income 
Taxes 

Capital 
Taxes Total 

Tax Jurisdiction 
Federal $ 743,508 $ 9,060 $ 752,568 
British Columbia 24,520 19,285 43,805 
Alberta 23,714 0 23,714 
Saskatchewan 4,074 3,106 7,180 
Manitoba 5,537 3,976 9,513 
Ontario 218,202 62,920 281,122 
Quebec 9,273 15,465 24,738 
Newfoundland and Labrador 632 756 1,388 
New Brunswick 1,650 1,388 3,038 
Nova Scotia 3,585 2,838 6,423 
Prince Edward Island 448 326 774 
Yukon 207 0 207 
Northwest Territories 59 0 59 
Nunavut 1 0 1 

Total $1,035,410 $119,120 $1,154,530 

The above figures represent the total amount of income and capital taxes 
paid or payable by TDBFG during its 2003 fiscal year (Nov. 1, 2002– 
Oct. 31, 2003), broken down by the total amounts paid or payable to 
federal and provincial governments. 

More info: TDBFG Annual Report 2003 Additional info on taxes paid 

Building Corporate Social 
Responsibility (CSR) 

At TDBFG, we have always tried to operate in 
a way that sustains our company’s long-term 
viability while contributing to the nation’s 
present and future well-being. 

More and more Canadians are asking for greater transparency 
and socially responsible behaviour from the organizations 
they buy from, invest in, and work for. They are interested 
not only in a company’s financial results but its community 
involvement, human rights record, impact on the environ
ment, and treatment of employees. 

At TDBFG, we believe that corporate citizenship is simply 
good business. CSR is an ongoing commitment, and the 
bar continues to be raised with higher standards and 
expectations. In response, we are expanding our efforts 
to show leadership on this important issue. 
•  We review CSR research and meet with experts in the 

field to help us understand emerging trends and identify 
where we may need to improve. In 2003, TDBFG became 
a member of the Center for Corporate Citizenship at 
Boston College, a leading resource in North America 
providing research, executive education, and convenings 
on citizenship topics. 

•  TDBFG produces several documents that provide 
information about our CSR performance and corporate 
governance practices – including this Report and our 2003 
Annual Report. This Report significantly broadens our 
CSR disclosure this year and incorporates international 
standards for CSR reporting, including the “Sustainability 
Reporting Guidelines” of the Global Reporting Initiative. 

•  While proud of our CSR performance at TDBFG, we know 
that some of our activities need to be better coordinated 
and measured so we are further integrating CSR practices 
within our organization. 

•  To encourage transparency and responsible behaviour 
among all sectors, we are helping to sponsor the 
launch of a new Conference Board of Canada initiative, 
the annual National Report on CSR. The first of its 
kind in Canada, the report will make an important 
contribution to raising the awareness of Canadian 
corporate citizenship and elevating performance 
transparency to the national stage.  

Above: TDBFG continually reviews trends and best practices in corporate 
responsibility and community involvement, including through membership 
in the Centre for Corporate Citizenship at Boston College. 
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Canada’s Best Bankers 
TDBFG veteran Terry Wilson, Relationship Manager, Eastern Ontario Commercial Banking Group, was featured 
in Profit Magazine’s 2003 review of “Canada’s best bankers” for his efforts to satisfy customers by collaborating 
with partners across the Bank and doing what’s best for the customer. This commercial banker has helped 
many of them grow from small start-ups to national real estate developers, health care providers, and 
manufacturing companies. 

“To develop long-term relationships takes a sympathetic ear, being fast on your feet, and a good network 
behind you,” notes Terry, who recently celebrated a 30-year banking relationship with a major client. “I’ve been 
in Kingston, Ontario, long enough to see some of them really grow, and that’s gratifying,” says Terry. 

Left: Terry Wilson, Relationship Manager, Eastern Ontario Commercial Banking Group 



the future matters
 

Lesley Neville 
Account Manager 

Fred Medici 
Branch Manager 

“We came together to make a big difference for kids,” raves Branch Manager Fred Medici, 
whose team of energetic personal and commercial bankers at the Decarie and Royal Mount TD 
Canada Trust in Montreal raised funds for Children’s Miracle Network hospitals. By hosting a 
barbecue, serving lattes, and accepting customer contributions, the team raised over $5,000. 
“It’s a great feeling to know that we’ve done something from the heart for those in need.” 
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to our communities
 
As an Imagine Caring Company, TDBFG is 

committed to giving a minimum of 1% of its 

annual domestic pre-tax profits to Canadian 

charities, making us one of the largest 

corporate contributors in the country. 

$24.5 million in donations to over 1,000 Canadian charities • $2.2 million in charitable sponsorships 

Across Canada, a wide variety of local, regional, and 
national charitable organizations work tirelessly to address 
immediate and longer-term needs in their communities. By 
supporting these worthy causes, TDBFG is investing in the 
future and helping create better communities. 

To ensure we can make a lasting, positive impact, our 
charitable giving philosophy places emphasis on three 
fundamental elements of a bright future – children’s health, 
children’s education and literacy, and the environment. 
TDBFG gives priority to children’s causes, particularly health 
and education, because the advancement of our society 
depends on our efforts to nurture and encourage today’s 
young people. Similarly, our environment is an essential 
foundation on which we can build healthy, enjoyable, and 
successful lives. We must address crucial environmental 
issues today by promoting initiatives to repair, preserve, 
and nurture our natural habitat. 

We give back to our communities through cash donations, 
gifts-in-kind, charitable sponsorships, and especially 
TDBFG employees who demonstrate their community spirit 
year-round. We encourage staff to join us in our company-
sponsored initiatives, as well as support causes they hold 
dearly – only a sample of which are detailed here. 

More info: td.com/community 

TDBFG Community Giving – Our Three Pillars 

Children’s Health 

• TD Children’s 
Hospital Fund 
(Children’s 
Miracle Network) 

• TD Think First 
for Kids 

• + local causes 

Children’s 
Education & Literacy 

• TD Canada 
Trust Scholarships 
for Community 
Leadership 

• TD Canadian 
Children’s 
Book Week 

• TD Summer 
Reading Club 

• Learning 
Through the Arts 

• + local causes 

The Environment 

• TD Friends of 
the Environment 
Foundation 

• Great Canadian 
Shoreline 
Cleanup 

• + local causes 

2003 Charitable Giving by TDBFG (in millions) 

Cash donations $20.1 

Gifts-in-kind donations $ 4.4 

Total donations $24.5 

Total donations as % of pre-tax profit (target is 1%) 1.3% 

http://td.com/community
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Left: Quebec Region branch staff and their kids present a donation at the Operation Enfant Soleil (Children’s 
Miracle Network affiliate) Telethon on June 1, 2003. Centre: To raise funds for B.C.’s Children’s Hospital 
Foundation, local employees held a hot dog day fundraiser. Right: Letting their hair down (or rather disappear) 
for the Hospital for Sick Children are Pat Casullo and Denise Bacon from Toronto’s Ellesmere and Bellamy branch. 

Supporting Our Children’s Health 
TDBFG feels strongly about contributing to the health and 
safety of children and 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 initiatives devoted to 
fostering the well-being of our young people. 

TD Children’s Hospital Fund 
We help to ensure the health of our children by sponsoring 
the TD Children’s Hospital Fund, which supports the 
Children’s Miracle Network (CMN), a network of children’s 
hospitals and foundations serving over two million 
Canadian children each year. All funds raised go directly 
to the local CMN member hospital or foundation for the 
purchase of life-saving equipment, patient services, and 
medical research. 

In addition to donating our own funds to CMN, we 
facilitate and encourage the fundraising efforts of customers 
and employees. We are proud to offer an automatic monthly 
donation program for customers through which TDBFG 
matches customer monthly donations up to $1 million each 
year, helping their contributions go even further. 

Here are some examples of our CMN-related activities 
in 2003: 
•  Barbecues, jellybean guessing contests, pizza sales, 

and gift basket draws dominated the bulk of in-branch 
fundraising activities during the Greater Toronto Area 
Central Region’s CMN campaign in May and June, 
helping to raise more than $85,000.  

•  The Quebec Region of TD Canada Trust had a record 
year for contributions to Operation Enfant Soleil (a CMN 
affiliate), successfully collecting $75,000 and boasting a 
participation rate of nearly all branches. Funds were raised 
through a barbecue event, garage sales, marathon run
ning, and a hockey tournament. 

•  In a demonstration of employees’ endorsement for B.C.’s 
Children’s Hospital, the Pacific Region of TD Canada Trust 
(“Team Pacific”) held barbecues and other activities and 
presented the hospital with a donation of $357,000. 

Kids Have Stress Too! 
TDBFG is the lead national sponsor of Kids Have Stress Too!, 
a parent education program launched by the Psychology 
Foundation of Canada. The program gives families the skills 
to teach their children healthy ways to manage stress to 
avoid health problems or difficulty in school. Our funding of 

$32,000 in 2003 allowed clinical psychologists and child 
development experts to create a training program to 
help health care professionals deliver stress management 
workshops to families. 

Over half (52%) of TDBFG’s corporate 
donations were allocated to children and 
youth-focused programs in 2003. 

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. 
The free program, sponsored in part by TDBFG with a 
$200,000 donation in 2003, is offered to children in junior 
kindergarten through grade eight and is currently in use in 
over 3,000 schools. 

Examples of Other Children’s Health Initiatives 
in 2003 
•  Early Years Centre: Since giving families access to early 

childhood development resources helps build healthy kids, 
TD Canada Trust made a $20,000 donation to expand 
London, Ontario’s Early Years Centre, where parents and 
kids can take part in activities and seminars and learn 
about children’s services in the city. 

Above: We help to promote Children’s Miracle Network, and match 
customer monthly donations up to $1 million each year.  
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Left: Pine Street branch staff in Timmins, Ontario, formed the “TD Canada Trust Thunders” for a Power Play for Easter Seals ball hockey tournament, 
raising nearly $1,000. Centre: “It just feels good to know you’ve made a difference in someone’s life.” Betty Mulligan, at a CMN telethon in Edmonton 
last year, has set up branch fundraising programs and actively volunteered since 1989. Right: TD Commercial Banking employees in Halifax, Nova Scotia, 
worked up a sweat by participating in the Ride for Juvenile Diabetes Research.  

•  TD Waterhouse Have a Heart Dinner: Sponsored by 
TD Waterhouse, this 12th annual event supports Go Kids 
Go! The Leaf Fund and many children’s charities. Toronto 
Maple Leafs players and their spouses served dinner to 
over 300 local hockey fans, raising more than $200,000. 

•  Juvenile Diabetes Research Foundation: To help support 
finding a cure for juvenile diabetes, employees in several 
cities put their legs in motion for the Foundation’s 
stationary bike-riding competition. For example, in 
Calgary, Alberta, staff assembled six teams of bike-riders 
and raised over $4,500 and London, Ontario, employees 
entered 13 teams (the most from any participating 
company) and generated $10,000. 

•  Kids With Cancer: Support for this cause has been a tradi
tion since 1989 at our Callingwood branch in Edmonton, 
Alberta. Employees make and sell hundreds of Christmas 
ornaments and organize a silent auction that clients look 
forward to every year. Funds raised are earmarked for a 
special long-weekend retreat for kids living with cancer. 

•  W.E. Care For Kids Walk-A-Thon: TD Canada Trust had 
100 walkers for this five-kilometre event to raise funds for 
three Windsor, Ontario-area hospitals: Hotel-Dieu Grace 
Hospital, Leamington District Memorial Hospital, and the 
Windsor Regional Hospital. Employees also volunteered 
with set-up and clean-up duties, cooking hot dogs, and 
painting children’s faces. 

Thousands of TDBFG employees enthusiastically 
volunteered their time and skills in 2003 to 
support many worthwhile causes. 

Supporting our Children’s Education 
Education is essential to help our youth reach the opportuni
ties of tomorrow, and TDBFG proudly promotes children’s 
education, from pre-school to post-secondary school, by 
supporting initiatives ranging from scholarships to reading 
clubs to in-class programs. 

Developing Tomorrow’s Leaders 
Obtaining the skills for success can be difficult for young 
people in light of increasing education costs, so TDBFG 
provides scholarships and bursaries to students to help 
reward their academic achievements and assist with their 
post-secondary learning.  

The TD Canada Trust Scholarships 
for 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 
outstanding community leadership. Each TD Canada Trust 
Scholarship is valued at up to $60,000 and includes full 
tuition for up to four years of study, $5,000 per year toward 
living expenses, and guaranteed summer employment at 
TD Canada Trust. 

Bringing the Future in Sight 
Since 1995, the TD Canada Trust Scholarship program has awarded more than $9 million to 161 well-deserving 
young people. Now in its ninth year, we can see the profound impact that our support has had on scholarship 
recipients such as Jason Walker. 

Since earning his scholarship in 1996, this Victoria, British Columbia, native completed an honours degree in 
psychology from McMaster University and a Master of Social Work at the University of Toronto while also 
publishing research papers on child abuse and working as a paramedic, a clinical resident, and intern. After 
serving as a child protection worker with the Children’s Aid Society of Toronto, he recently relocated to Alberta 
to teach and pursue a PhD at the University of Calgary. Says Jason: “Through my studies, I hope to become an 
expert on emotional harm to children and develop a practical in-field assessment tool for frontline protection 
workers so I can shape the next generation of professionals.” 

Reflecting on how the TD Canada Trust Scholarship affected his own future, Jason observes that, “Not only did 
it give me the financial means to meet my academic dreams, but it also gave me a foundation of confidence that 
I could take a risk and make a difference.” 
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Left: TDBFG President and CEO Ed Clark congratulates 2003 scholarship recipient Marie-Line LeBlanc of Quebec. Centre: Toronto Councillor Kyle Rae 
(centre), TDBFG’s Scott Mullin (far right), VP Government & Community Relations, and community leaders at groundbreaking ceremony for children’s 
learning centre at Allan Gardens Conservatory. Right: Recipients of TD Canada Trust Scholarships for Community Leadership convened in Ottawa to be 
recognized at a Parliament Hill awards ceremony. 

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 select from among the applications. 

Last year’s winners included Craig Loder of Sops Arm, 
Newfoundland and Labrador, and Danika Overmars of 
Kamloops, British Columbia. Living in a rural community 
with few recreational facilities for youth, Craig decided to 
organize a committee to re-open a derelict community rink 
and organize teen volunteers to revitalize a graffiti-marred 
basketball court. Craig also teaches music to children and 
volunteers at a local breakfast program. Moved by the 
suicide of a drug-addicted friend, Danika initiated a city
wide program of workshops to train senior students to 
lead drug abuse prevention sessions for grade seven and 
eight students. As a volunteer for the Heart and Stroke 
Foundation and the Canadian Cancer Society, Danika is 
interested in studying medicine. 

Additional Scholarships: 
•  The TD Bank Financial Group Bursary Program helps 

students in financial need overcome the economic 
barriers to post-secondary education. By designating our 
college and university donations for grants and awards 
for students in financial need, we provided more than 
$2.5 million to students during 2003. All Canadian 
post-secondary institutions receiving funds from TDBFG 
participate in the bursary program. 

•  In 2003, TDBFG doubled the value of its TD 4-H 
Agricultural Scholarships to $20,000, so that 10 leading 
rural Canadian youth can study agriculture-related or 
agri-business subjects. TDBFG has been a supporter of 
4-H, a rurally-based boys and girls club, for over 50 years 
so that future agricultural leaders can meet today’s 
challenges and anticipate tomorrow’s opportunities. 

•  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 strong academic achievement, community 
leadership, and financial need. TDBFG increased its 
support in 2003, awarding two scholarships valued at 
$7,000 each. 

•  TDBFG helps Aboriginal students realize their educational 
goals through the National Aboriginal Achievement 
Foundation (NAAF) and the Foundation for the 
Advancement of Aboriginal Youth (FAAY) 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 $20,000 to these programs during 2003. 

•  Since 1997, the TDBFG and First Nations Bank of Canada 
Aboriginal Education Awards have recognized students in 
financial need who demonstrate excellence in education 
combined with extracurricular and community involve
ment. In 2003, 10 awards of $1,000 each were granted 
to advance Aboriginal student goals. 

•  TD Meloche Monnex and the Canadian Council for the 
Advancement of Education (CCAE) awarded three 
Meloche Monnex Fellowships in Advancement. The fel
lowships gave three recent university graduates $25,000 
each and offered a full year of practical experience at 
the institution of their choice. 

Promoting Learning 
TD Canadian Children’s Book Week 
The TD Canadian Children’s Book Week, the largest national 
literacy festival for children in Canada, celebrated its 25th 
anniversary promoting children’s authors, illustrators, and 
storytellers who teach children the joy and value of reading. 

From November 2 to 9, 2002, over 50 English and French 
professional storytellers travelled to every province and terri
tory to share their enthusiasm with young readers and artists 
at 300 events. To celebrate the 25-year milestone, more 
than 450,000 grade one students were given a free book by 
TDBFG, in partnership with the Canadian Children’s Book 
Centre, entitled When Jeremiah Found Mrs. Ming, written 
by Sharon Jennings. For the past three years, the program 
has given a Canadian children’s book to every grade one 
child in Canada. 

Above: All first graders in Canada – over 450,000 – received the 
TDBFG-donated storybook When Jeremiah Found Mrs. Ming written by 
Sharon Jennings and published by Annick Press. 



 

 

TD Bank Financial Group  • Corporate Responsibility Report 2003 • 15 

“By connecting children with the people who 
create books we can be a turning point for 
kids and inspire a lifelong love of reading,” 
says Helena Aalto, interim executive director 
of the Canadian Children’s Book Centre. 

TD Summer Reading Club 
TDBFG announced a major national expansion of its popular 
Ontario-based TD Summer Reading Club. Created in 1994 to 
encourage children to continue reading during the summer 
months, the program motivates kids to visit their local 
library, read books, and take part in special activities. During 
2003, more than 160,000 children were involved across 
Ontario, and the expanded program, coordinated by the 
National Library and Archives of Canada, will involve thou
sands more children nationwide. 

The Reading Rangers 
For the past two years, TDBFG has teamed up with TV 
Ontario to produce The Reading Rangers, a series of 
short and entertaining educational TV programs about the 
adventures of frontier days’ champions of reading. The 
series is designed to promote literacy, with an emphasis on 
language skills and social development, to bring books alive 
for children. A complementary 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. 

Learning Through the Arts 
Not all students learn the same way, so the Learning 
Through the Arts program helps teachers work with artists 
to develop creative lesson plans to teach difficult subjects 
such as math and science. TDBFG is proud to sponsor this 
unique project offered by the Royal Conservatory of Music, 
which trains teachers to incorporate role-playing, rhythm, 
speech, and visual arts into core subjects. In 2003, TDBFG 
supported the program with a contribution of $300,000, 
helping children take part at 300 schools across Canada. 

Right: Rene Edwards, Customer Service Representative, volunteers for 
Junior Achievement, by helping students learn about budgeting and 
other real-life skills. 

Junior Achievement 
To introduce students to essential skills for future success, 
TDBFG supports local chapters of Junior Achievement both 
financially and with a volunteer force of over 600 employ
ees. During 2003, employees in B.C., Alberta, Ontario, Nova 
Scotia and P.E.I. spent a day at local schools to teach Grade 
8 students programs like the Economics of Staying in School 
Program (ESIS). TDBFG donated $125,000 to aid the ESIS 
program nationally in 2003. 

Advancing Canadian Entrepreneurship 
In 2003, TDBFG increased its commitment to Advancing 
Canadian Entrepreneurship (ACE), a national not-for-profit 
organization that provides education and instruction 
to Canadian youth on creating and operating a business. 
Our $50,000 donation helps ACE run its Students in 
Free Enterprise program at universities and colleges across 
the country. 

Examples of Other Youth Learning Initiatives 
in 2003 
•  Mississauga Living Arts Centre: Having provided $25,000 

in funding, TDBFG is a major sponsor of educational 
programs at the Mississauga, Ontario, Living Arts Centre. 
The centre lets students from junior kindergarten to grade 
10 explore visual and performing arts through hands-on 
workshops and performances that help teachers meet 
Ontario curriculum objectives. 

•  Grade 5 Science Film Competition: A TDBFG donation of 
$10,000 helped facilitate this competition put on by Nova 
Scotia’s Discovery Centre, which delivers outreach pro
grams to schools through Atlantic Canada. Students are 
encouraged to use their creativity while learning about 
production management and the science topic of their 
choice. The films, produced solely by the students, are 
judged, and the top three are awarded cash prizes. 

•  Niagara Symphony: Students at five Niagara Falls 
and St. Catharines schools took part in the Niagara 
Symphony’s “Composer-in-the-Classroom” program 
thanks to sponsorship by TD Canada Trust. A professional 
composer works with each school for a week to teach 
music fundamentals and develop a unique composition 
that symphony members then perform for students at a 
school concert. 

•  Allan Gardens Conservatory: To open the world of plants 
and ecology to inner-city students, on June 18, 2003, 
TDBFG announced in partnership with the University of 
Toronto and the City of Toronto that it would fund the 
restoration and reconstruction of an historic greenhouse 
being added to Allan Gardens Conservatory as a children’s 
environmental learning centre. The project will also make 
a major contribution to the rejuvenation of downtown 
Toronto’s Allan Gardens. 
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Supporting the Environment 
TD Friends of the Environment Foundation 
One of our focus areas for charitable giving is supporting 
the environment, primarily through The TD Friends of the 
Environment Foundation™. Through this unique program, 
we sponsored and promoted over 1,000 initiatives across 
the country in 2003 that helped protect and preserve the 
Canadian environment and raise awareness and understand
ing of environmental issues. For a complete description of 
this flagship community program, refer to page 21. 

Supporting Arts & Culture 
TDBFG also supports arts and culture-related causes – 
particularly initiatives that provide youth exposure to 
music and theatre, that bring families together to enjoy 
the performing arts, and that create access to vibrant 
cultural offerings. Here are some examples: 

TD National Youth Orchestra National Auditions 
Through a $70,000 sponsorship, TDBFG helps foster future 
Canadian orchestral talent. Each year, auditions for young 
musicians aged 15 to 22 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. 

TD National Piano Concerto Competition 
This annual event lets young Canadian pianists compete for 
a chance to perform with the Toronto Symphony Orchestra 
and receive financial awards to help them continue their 
musical development, thanks to a $20,000 contribution 
from TDBFG. 

Arts Club Theatre Company 
Quality entertainment is often out of reach for many 
students, so TD Canada Trust donated $25,000 to this 
Vancouver-based charitable organization in 2003 to 
sponsor its STUDENTRUSH.com program, designed to 

provide youth with affordable theatre tickets. The last-
minute ticket program allows students to register online 
and buy same-day tickets at low prices to performances 
at the Stanley Theatre and Granville Island Stage. 

Invigorating Toronto’s Cultural Institutions 
At a time when cities are financially strained in their efforts 
to develop or refurbish cultural facilities, TDBFG announced 
a $3.6 million donation over five years to support Toronto’s 
leading institutions. These contributions will provide 
Torontonians with access to high-calibre cultural facilities, 
attract tourism and new investment in the city, and educate 
youth on the importance of history and the arts. Five organi
zations will receive funding: 
•  The Art Gallery of Ontario will receive $1 million to 

support building expansion; 
•  The Royal Ontario Museum will be granted $1 million 

to aid its Renaissance ROM construction project; 
•  $1 million has been pledged to the National Ballet 

School’s Project Grande Jeté for new training facilities; 
•  The Canadian Opera Company will receive $500,000 to 

create a unique opera and ballet theatre in downtown 
Toronto; 

•  A $100,000 contribution will help fund a major expansion 
of the Gardiner Museum of Ceramic Art. 

Supporting Canadian Jazz Festivals 
Summertime jazz festivals are a popular part of the cultural fabric of 
many Canadian communities and contribute greatly to local areas by 
generating revenue and tourism. 

In 2003 TD Canada Trust committed to a five-year, multi-million dollar 
sponsorship of 10 Canadian jazz festivals – in Calgary, Edmonton, 
Halifax, Montreal, Ottawa, Saskatchewan, Toronto, Vancouver, Victoria, 
and Winnipeg. Our sponsorship will help ensure the continuation of 
these festivals so Canadians can enjoy them for years to come. 

“This is terrific news for music festivals,” said Robert Kerr, executive 
director, Vancouver International Jazz Festival, and president, Jazz 
Festivals Canada. “Our sponsorship partners are critical to the growth 
and continuation of these important community events, and we’re 
fortunate to have TD Canada Trust on board.” 

http://STUDENTRUSH.com
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Left: Rick Kenny (left), a TD Canada Trust Branch Manager in Halifax, awards a TD Grant in Medical Excellence 
at the Dartmouth General Hospital. Centre: Fred Tomczyk (right), TDBFG Vice Chair, Corporate Operations, 
tours London, Ontario’s Robarts Research Institute after presenting a $250,000 gift. Right: Helping feed the less 
fortunate inspired TD Canada Trust employees to prepare and serve meals at the Greater Vancouver Food Bank. 

Supporting Diverse Community Needs 
TDBFG also lends its support to a wide variety of other 
community needs, including causes that improve social 
services and strengthen our civic institutions. 

TD Grants in Medical Excellence 
Since October 2000, TDBFG has been investing in medical 
practitioners at hospitals and health care facilities across 
Canada under the TD Grants in Medical Excellence program. 
At community hospitals, the program funds courses and 
conferences for nurses and other practising caregivers to 
maintain or upgrade their skills. At Canada’s university 
research hospitals, the program funds postdoctoral fellow
ships to help ensure that doctors at the top of their field 
have access to funds for research. 

To develop this program, TDBFG proactively consulted 
with health care professionals, who conveyed their concern 
regarding keeping the best talent in Canada and the lack 
of funding for professional development. 

Over $1.4 million was provided in 2003 to TD Grants in 
Medical Excellence programs at hospitals across Canada. 
For example: 
•  A $5,000 grant to Dartmouth General Hospital in Nova 

Scotia was used to send four emergency doctors to an 
important conference and training course that offered 
new methods in emergency medicine and care. 

•  The Pembroke, Ontario, branch of TD Canada Trust pre
sented the local general hospital with a five-year $40,000 
grant to allow local hospital staff to upgrade their nursing 
and care-giving skills. 

•  In Port Alberni, B.C., the West Coast General Hospital 
received its second installment of a $15,000 grant, a 
portion of which is assisting a psychiatry nurse to obtain a 
certificate in a mental health course and allowing hospital 
staff to host a seniors-in-acute-care workshop. 

“Funding from TD Bank for the Fellowship 
program is a good example of how private-
sector funding can aid Bloorview MacMillan 
in delivering the most up-to-date clinical 
expertise to patients. ‘Support like TD Bank’s 
has allowed us to build the largest training 
program [in Developmental Paediatrics] in 
Canada,’ said Dr. Gold Milo-Manson, Bloorview 
MacMillan’s Chief of Medical Staff.” 

Excerpt from Bloorview MacMillan’s 2003 Annual Report 

Robarts Research Institute 
Helping Canada attract and retain top scientists, by 
strengthening their ability to commercialize their medical 
research, is the goal of a $250,000 gift to the London, 
Ontario-based Robarts Research Institute, Canada’s leading 
independent medical research institute. As TDBFG’s first 
business development program sponsorship, the five-year 
gift will allow the institute to expand its business develop
ment staffing so they can manage their intellectual property, 
bring medical innovations to the marketplace, and boost 
London’s emerging biotech industry. 

TD Securities Auction for Children’s Charities 
For the seventh year in a row, TD Securities employees held their annual Underwriting Hope Charity Auction 
in support of children’s charities. The auction – run entirely by employees who donate and purchase auction 
items – raised a record $350,000 for children’s charities. 

The group was able to beat last year’s total of $235,000 in part through a dunk tank challenge in which 
individuals or syndicates could bid via online or live auction for a chance to dunk an executive in a large 
water-filled tank, including team-spirited executives Bob Dorrance (right), TD Securities Chairman & CEO, 
and Mike MacBain, President.  
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Centre: Staff cooked up a storm and converted the branch parking lot into a picnic ground to support a commu
nity foundation during the 8th annual chili cook-off in Selkirk, Manitoba. Right: Junior kindergarten students 
help unveil a $5.2 million donation to the United Way on behalf of TDBFG employees. 

TDBFG Fund for Medical Discovery 
A $2 million gift to Toronto’s University Health Network 
(UHN) will help Canada continue its long history of medical 
innovation by creating the TDBFG Fund for Medical 
Discovery. The fund will allow UHN’s three hospital campuses 
and four research institutes to attract top researchers and 
carry out leading investigation of cardiovascular disease, 
prostate cancer, and arthritis. 

The United Way 
Across Canada, in addition to annual corporate donations 
by TDBFG, employees throw their support behind the United 
Way with payroll deductions and fundraising activities. Here 
are just a few highlights from 2003: 
•  During the United Way of London and Middlesex’s 

annual “Day of Caring” event, more than a dozen TDBFG 
employees rolled up their sleeves to clean up and repair 
the local Boys’ and Girls’ Club, including construction of 
a roof deck. 

•  TD Meloche Monnex’s United Way campaign in Montreal 
drummed up $96,500 thanks to over 40 volunteers and 
well-planned events such as silent auctions, a costume 
day, cake sales, and a jeans day. Employee fundraising was 
topped up with a corporate contribution of $40,000 for a 
total donation of $136,500. 

•  Over 450 employees and their friends participated in TD 
Canada Trust’s best showing yet in the United Way’s annual 
CN Tower Stair Climb, amassing more than $45,000. 

Caring Together was established by TDBFG 
to support employees in their community 
engagement efforts, providing the tools they 
need to run successful charitable initiatives. 

People Power for Civic Causes 
TDBFG branches, business units, and employees also get 
involved in many local charitable causes that help create a 
brighter day for society’s less fortunate. Here are a few 
2003 examples: 
•  Chili Cook-off for Community Foundation: In Selkirk, 

Manitoba, and the surrounding district, TD Canada Trust 
employees hosted their annual chili cook-off to generate 
over $2,300 for a local community foundation. For the 
well-recognized event, which attracted in excess of 
500 people last year, five local real estate companies are 
invited to make chili alongside branch employees, who 
also sell hot dogs. 

Above: Caring Together collects and administers the distribution of 
employee donations received through payroll deductions, one-time 
donations, and fundraising activities. 

Community Days at TD Commercial 
For the past three years, TD Commercial Banking has set aside one week for Community Days when employees 
“get busy” for good causes. According to Ilona Stead, who handles TD Commercial’s community relations, 
“the goal is to give back to the community, which is best done by getting involved and volunteering our time 
and not simply through a monetary donation.” 

Between October 2 and 10, 2003, Community Day activities included the following: 
• Staff in the Hamilton/Halton area of Ontario re-landscaped the front yard of a Transitions for Youth home 

(see accompanying photo), where at-risk young adults involved in the criminal justice system reside. 
• 35 employees in Winnipeg, Manitoba, collected coats and jackets as part of the United Way’s Koats for Kids 

drive, proudly displaying the collection as it accumulated in branches during the campaign. 
• At a Calgary drop-in centre, 30-plus employees lent a hand with meal preparation and facility clean-up chores. 
• In St. John’s, Newfoundland and Labrador, several employees helped out during a bingo activity at the 

Physically Handicapped Service Centre. 
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Left: Carrying a banner during the three-hour walk across downtown Montreal, employees proudly displayed their support during the Ça marche event 
for AIDS research. Centre: Our Montreal-area insurance team completed a 27-kilometre marathon for the local children’s organization Association des 
enfants de Rosemont. Right: TD Commercial Mortgage Underwriter Jill Hopkins is an energetic fundraiser for the Canadian Paraplegic Association, 
impressively raising over $18,000 in 2003. 

•  Walk for AIDS: TD Canada Trust employees in Montreal 
joined the 11th annual “Ça marche” event that benefits 
AIDS research, carrying a banner during the three-hour 
walk in September 2003. The team raised over $600, 
which it donated to “Maison du Parc,” a palliative care 
hospice for AIDS patients. 

•  Big Brothers and Big Sisters of Greater Halifax: TD 
Meloche Monnex employees competed against other local 
insurance companies in the 2003 Bowl for Kids’ Sake 
event. Family, friends, and colleagues were encouraged to 
make pledges, and the office held a casual clothes day 
and a bingo game as fundraisers. 

Making a Difference with Gifts-in-Kind 
Each year we provide gifts-in-kind to organizations that can 
put our donated property or equipment to immediate good 
use in the community. In 2003, the value of our gifts-in-kind 
donations totalled $4.4 million. Here are a few examples: 
•  The Art Gallery of Simon Fraser University gained an 

important piece of cultural property documenting the 
history of British Columbia, thanks to a major gift-in-kind 
donation from TDBFG. When TD Canada Trust closed an 
aging Vancouver branch, it provided a 10-x-64-foot, 
10-panel mural painted in 1951 by the renowned artist 
Charles Comfort, valued at $600,000, to the Gallery, as 
well as $25,000 toward its restoration so that the magnifi
cent piece could be put on display. 

•  The Kirkland Lake Association for Community Living will 
be able to dedicate more resources to its community 
outreach programs – instead of rent or facility costs – 
after TD Canada Trust donated a former branch to the 
Northern Ontario charity. The group is now able to more 
easily deliver programs to community members from the 
central downtown location, which the Bank vacated to 
relocate to new premises nearby. 

•  In 2003, we provided more than 9,280 pieces of 
refurbished equipment, such as computers, printers, 
and facsimile machines, valued at $935,135, to 
not-for-profit groups and schools across Canada. 

Above: We  donated and transferred an historic $600,000 mural, painted 
by renowned artist Charles Comfort, from a TD Canada Trust branch to 
the Art Gallery of Simon Fraser University. 

Employee Warmth in Northern Ontario 
Wanting to help make Christmas merrier for underprivileged children in their community, in 1995 a group of 
employees in Sudbury started the TD Toybank initiative. Every year staff put on a month-long campaign of 
activities – book and bake sales, raffles, and more – across the northern region to collect toys, as well as food 
and cash donations. Branches are drop-off points and proceeds go to the Salvation Army. 

TD Toybank has gained momentum each year. Many local businesses join in with donations or hold their own 
fundraisers in support of TD Toybank. TDBFG partners with the local hockey team, the Sudbury Wolves, in a 
“Teddy Bear Toss” hockey game. Spectators are encouraged to bring a stuffed toy to the game and, upon the 
Wolves scoring their first goal, throw the toy on the ice. The TD Toybank committee quickly collects all the 
toys so play can resume. Last year over 900 toys were collected at the game, for a grand total of 2,000+ toys 
collected during the month. 

A similar toy collection campaign for the Salvation Army is held by Ottawa, Ontario-area employees. They hold 
a big wrap-up event at the Ottawa Senators’ home arena, where employees place toys in all 18,500 seats to 
showcase the donated collection. Many local schools and businesses pitch in, and local radio and TV stations 
broadcast live from the Corel Centre. Last year an astounding 23,000 toys were collected. 



the future matters
 

Amanda Perry 
TD Friends of the 

Environment Foundation 
Regional Manager 

“My work reminds me that this is the only Earth we have and we must take care of it,” says 
Amanda Perry, Regional Manager, TD Friends of the Environment Foundation (FEF), who 
helps groups across Western Canada apply for environmental project funding. Amanda feels 
strongly that FEF makes a lasting impact. She recently heard from parents who told her 
that their children still talk about a FEF-sponsored salmon-hatching program six years ago. 
“This feedback tells me why we do what we do.” 
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to our environment
 
We believe that TDBFG can help safeguard 

the environment through our roles as a 

charitable donor; as a consumer of finished 

products, supplies, and energy resources; 

and as a major lender. 

1,000+ community environmental projects sponsored through FEF • environmentally responsible business practices 

Environmental sustainability is one of the most serious mat
ters we face today, and taking care of the environment is a 
fundamental activity that benefits all TDBFG stakeholders. 
Through the TD Friends of the Environment Foundation 
(FEF), we try to make a difference by sponsoring and pro
moting community-based projects, research, and education 
in support of our environment. 

We also try to make our commitment to the environment 
an integral part of how we operate. For a number of years, 
we have incorporated environmental considerations into 
our business activities, from energy conservation methods 
to materials recycling and reduction activities, despite the 
difficult task of making the right, informed choices and 
balancing priorities. While there is still much to do, we 
know this is the right direction to take because it matters 
greatly to TDBFG and our stakeholders. Customers, for 
example, tell us so in survey after survey – and more than 
165,000 customers donated to FEF in 2003, demonstrating 
they feel strongly about preserving our environment for 
future generations. 

TD Friends of the 
Environment Foundation (FEF) 
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, not-for-profit organization whereby 
customers, employees, and TDBFG work together to donate 
both time and money to support the efforts of Canadians 
dedicated to protecting, understanding, and raising aware
ness of the environment. 

Customers and employees can donate funds through their 
TD Canada Trust account to over 115 local FEF chapters 
across the country. They can also volunteer as advisory 
board members for FEF chapters in their communities, 
to help evaluate and recommend local projects for funding. 
Last year, over 165,000 customers donated funds to 
environmental initiatives through FEF, and more than 
1,200 customers and employees volunteered as advisory 
board members. TDBFG contributes $1 million per year to 
FEF and also covers its administrative costs. 

In 2003, FEF contributed more than $3.2 million to 
1,000-plus environmental initiatives – only a sample of 
which are highlighted in this section. Since its inception 
in 1990, FEF has provided in excess of $32 million to over 
13,500 projects. 

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. 

There are three focus areas for FEF-sponsored projects.
 
Funding goes to initiatives that:
 
1) Protect and preserve the Canadian environment;
 
2) Help educate Canadians, especially children, about 


environmental issues; 
3) Support environmental research and cooperation among 

environmental organizations. 
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Left: Two environmentally conscious employees take time away from their jobs to clear waste from a local 
riverbank. Centre: Employee volunteers in Vancouver, B.C. showcase their “catch” during the Great Canadian 
Shoreline Cleanup. Right: In support of environmental preservation, the Eglinton Park Heritage Community 
Garden in Toronto was funded by FEF. 

Protecting the Canadian Environment 
Though Canada is blessed with an abundance of land and 
resources, it is essential that we act to protect and preserve 
our natural surroundings. Here are a few examples of FEF 
projects in this area in 2003: 
•  Great Canadian Shoreline Cleanup: In 2003, a popular 

annual West Coast cleanup event was expanded nation
wide, and FEF was the presenting sponsor. The September 
13–21 initiative brought together an amazing 20,000 
volunteers coast to coast to cleanup Canada’s ocean, 
river, and lake shorelines. TDBFG employees, families, 
and friends pitched in in many communities, including 
46 Oshawa-area employees who collected 27 bags of 
garbage at a Durham County event. 

•  Medicine River Wildlife Centre (MRWC): As Alberta’s 
largest wildlife hospital and education centre, MRWC 
received FEF funding to upgrade all existing outdoor 
hospital cages and construct four new compounds. The 
outdoor hospital cages play a vital role in the success of 
rehabilitating wild animals and birds.  

•  Bruce Trail Association – Niagara Escarpment: To shelter 
the Niagara Escarpment’s forests and watersheds from 
development pressure, FEF has supported a campaign by 
the Bruce Trail Association to purchase available remaining 
conservation corridors, aiming to preserve public access 
and restore 1,650 hectares of escarpment land. 

•  Low Impact Trail Project: With a grant to the Grand 
Concourse Authority, FEF helped cover the cost of 
purchasing native trees and shrubs as well as building 
materials for a low-impact trail linking Mundy Pond-
Cowan-Bowring in Newfoundland. 

•  Spruce Cove Wildlife Rehabilitation Centre: Located in 
Nova Scotia, the centre aids injured and orphaned raptors 
until they are ready for release back into the wild. FEF 
provided funding to help build a flight pen. 

Environmental Education 
Raising awareness of our fragile environment through edu
cational initiatives is especially important, particularly those 
focused on helping young Canadians understand and partic
ipate in environmental projects in local communities. In 
2003, we supported: 
•  Schoolyard Naturalization: FEF supported the creation of 

green space, including shrubs, trees, and landscaping, at 
St. Agnes Elementary School in Moose Jaw, 

Saskatchewan, encouraging young people to develop a 
sense of environmental pride by being given a pleasant, 
natural area to enjoy. 

•  Idling Awareness Campaign: Vehicle emissions are one 
of the leading causes of smog and climate change. FEF 
partnered with the City of Burlington, Ontario, to launch 
an anti-car idling project. FEF support will allow the 
city to install 50 “idle-free zone” signs plus 2,500 
awareness posters. 

•  Manitoba Envirothon: This interactive education program 
involves high school students from grades 9 to 12 in 
Olympic-style competitions to experience hands-on envi
ronmental issues. 

•  B.C. Bike Month: To help address the Greater Vancouver 
region’s overcrowded transportation network and improve 
air quality, the BEST organization (Better Environmentally 
Sound Transportation) hosted Bike Month in June 2003 
to encourage as many people as possible to cycle rather 
than travel by car. 

•  Nepisiguit Centennial Library: FEF supported this public 
library in New Brunswick with the purchase of environ
mental resources on issues such as climate change and 
forest conservation.   

Supporting Environmental Research 
Effective conservation requires in-depth research to 
collect environmental data, to assess the impact of society 
on our ecosphere, and to gauge the effectiveness of our 

Left: Poster promoting and encouraging Canadians to join the week-long 
event sponsored by FEF to clean shorelines across the country. Right: 
Green Schools, an environmental education program, is one of many 
initiatives that received FEF support in 2003. 
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restoration efforts. Coordination among diverse organiza
tions is necessary to encourage effective use of resources 
and knowledge-sharing. In 2003, FEF contributed to: 
•  McGill Solar Car: With support from FEF, students at 

Montreal’s McGill University constructed the world’s 
lightest solar car, which can travel 120 km per hour and 
use no more power than a hair dryer. The work of Team 
iSun will help advance research into energy-efficient 
transportation methods. 

•  Hamilton Environmentalists of the Year Awards: This 
long-running annual event recognizes leading citizens and 
businesses that have dedicated energy and expertise to 
research, education, or improving the local environment, 
as well as student awards for environmental conservation. 

•  Friends of Gardom Lake: This widely used lake in Salmon 
Arm/Vernon, B.C., is primarily spring-fed and therefore 
very sensitive to contamination by pollutants because it 
does not “flush” itself. FEF funding made it possible to 
purchase equipment for use by volunteers to regularly 
monitor lake water quality. 

•  TD Bank Graduate Scholarships in the Environment: 
TDBFG provided a $900,000 endowment to the University 
of Waterloo. Six annual awards, valued at $5,000 each, 
will allow the university’s most talented environmental 
researchers to develop urgently needed technologies and 
knowledge for the future. 

More info: www.fef.ca 

Above: A grant from FEF is helping support a research program at 
Biodome de Montréal to safeguard the wood turtle, an endangered 
species. The results will be shared with schools, community groups, and 
local residents. 

Operating with the 
Environment in Mind 
Our commitment to protecting the planet is an integral part 
of how we operate within TDBFG. Outlined below are some 
of our internal environmental practices and programs. 

Our Properties and Facilities 
Our retail and corporate real estate departments are 
committed to managing our facilities in an environmentally 
prudent manner that helps preserve renewable and non
renewable resources. 
•  One of the Bank’s largest environmental impacts is the 

use of energy resources, with a typical branch spending 
90% of its utility costs on electricity. In 2003, a national 
energy-management initiative was completed by installing 
digital sign lighting controls in 575 branches – more 
than half our branch network. This project reduced 
our electricity usage by more than 25,000,000 kilowatt 
hours/year, resulting in 4,700 fewer tonnes of CO2 

greenhouse gas emissions. We will continue to manage 
our energy usage by benchmarking our energy consump
tion, conducting energy bill audits, and introducing 
new conservation measures. 

•  We specify that all branch landscaping and lawn mainte
nance is pesticide-free and all maintenance services 
use water-based or environmentally friendly cleaning 
chemicals and materials. 

•  We maintain recycling and energy conservation programs 
in our corporate offices, including our company-owned 
buildings. For example, at our two main office complexes 
in Montreal, we achieved energy savings through reduced 
lighting levels equal to $14,597, and recycled 81 metric 
tonnes of paper. At the landmark TD Centre in Toronto, 
in which we are a tenant and occupy 33% of the office 
space, more than 70% of waste was diverted from 
landfill through recycling programs. 

Quick Facts about FEF 
• Non-profit foundation run exclusively by TDBFG to support the efforts 

of Canadians who are dedicated to the well-being of our environment. 
• Over 115 local FEF chapters across Canada evaluate and recommend 

community environmental projects for funding. 
• A unique model of business-community partnership: customers and 

TDBFG employees serve as advisory board members for FEF chapters 
in their communities and can also donate funds to FEF through their 
TD Canada Trust account.  

• TDBFG contributes $1 million per year to FEF and covers operating 
expenses. 

• Over $32 million given to 13,500-plus community environmental 
projects since FEF’s launch in 1990. 

http://www.fef.ca
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Left: TDBFG continually upgrades its head office and branch premises with environmentally efficient lighting 
systems and energy conservation initiatives. Right: TD Canada Trust locations, including Calgary’s Crowfoot 
Branch, utilize pesticide-free landscaping and lawn maintenance, including water-based or eco-friendly supplies. 

Our Banking Services 
TD Canada Trust was among the first major Canadian 
financial institutions to roll out paperless banking services, 
eliminating branch transaction documents and reducing 
paper consumption. The introduction of electronic bill 
payment processes in branches resulted in a dramatic 
80% reduction in paper bill payment volumes in 2003. 

We encourage customers to use paperless banking 
methods, such as pre-authorized bill payments, telephone 
and online banking, and direct deposit programs. In 2002 
and 2003, our customers continued to embrace these 
electronic services: 
•  Paper bill payments now represent just 4% of all bill 

payments. 
•  Today 41% of customers use account passbooks, down 

by 5% since last year. 
•  Paperless recordkeeping grew by 94%, and is now 

used for 6% of all personal accounts. 
•  Cheque volumes declined by 6% since last year. 
•  Our ABMs let customers decline a transaction printout, 

reducing paper and waste considerably. 

Our Lending Practices 
As a major provider of lending and credit services, environ
mental considerations are incorporated into our lending and 
risk management processes in order to mitigate environmen
tal liability that could accrue to the Bank, for both new as 
well as existing clients. 

Within Commercial Banking, we incorporate appropriate 
environmental due diligence as an integral part of the lend
ing process. Bankers conduct site visits with all borrowers, 
and each account is assigned an environmental risk rating. 
Based on the environmental risk rating, an environmental 
questionnaire or Phase I or II assessment may be required. 

Similarly, on the wholesale banking side, TD Securities 
adheres to an environmental risk policy and does not pro
ceed with lending or underwriting transactions until satisfied 
that all environmental regulations have been followed. We 
carefully consider a client’s environmental policy and track 
record and conduct in-depth due diligence (including site 
visits, environmental questionnaires, and Phase I or II reports 
completed by qualified, accredited professionals) based on 
the assessed environmental risk rating. Where there are legal 
issues regarding the applicability of environmental law to the 
Bank’s position, TD Securities will engage experienced out
side counsel. We also pay particular attention to each client’s 
corporate governance practices, assessing the independence, 

experience, and qualifications of the members of the board 
of directors in light of the board’s duty to supervise manage
ment decision-making in all areas, including environmental 
responsibility. 

Operational Efficiencies 
Produce Environmental Benefits 
As we seek business efficiencies across the organization, 
we often also achieve direct or indirect environmental 
benefits. For example, as we migrate business processes 
from paper-based files and manuals to electronic systems, 
we eliminate the need to produce, re-print and destroy 
hard-copy editions. In 2003, a project team reviewed and 
evaluated all paper reports that are sent to retail branches. 
As a result, approximately 25% of all existing reports 
were eliminated or reduced to an online format. We have 
successfully reduced the amount of stationery consumed 
each year by approximately 44.5 million sheets. 

Making Environmental Choices 
We attempt to incorporate environmental values into our 
purchasing decisions and, whenever possible, we seek 
environmentally responsible suppliers who meet or exceed 
government guidelines or ISO certifications that encompass 
environmental standards. For example: 
•  We have a major program in place to recycle toner 

cartridges and have Bank-wide compliance of 85%. 
•  We have reduced the number of hard-copy forms stored 

in our warehouses from 11,000 to 4,600 and maintain 
1,800 electronic branch forms so they can be printed on 
demand, resulting in zero obsolete inventories. 

•  Across Canada we participate in confidential paper 
shredding programs. In Eastern Canada alone, we shred 
approximately 480,000 pounds of paper per year. 

•  Cheques are printed using vegetable-based inks on 
recyclable paper. In addition, cheque packaging has been 
designed to reduce waste and cheque storage cartons are 
made from recycled board. Letterhead and business card 
vendors use at least 20% post-consumer materials and 
vegetable oil inks, and recycle chemical wastes. 

•  The vast majority of marketing materials produced on 
behalf of TDBFG, including brochures and posters, are 
produced on chlorine-free, recycled paper using high 
percentages of post-consumer waste material whenever 
possible. Primarily vegetable inks are used, and all residue 
chemicals and manufacturing supplies are reprocessed 
and recycled, including solvents, cleaning agents, oils, 
and printing plates. 
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Giving Investors Environmental Choices 
Investors require detailed and regular communications 
throughout the investing process so our wealth manage
ment area has introduced ways to lower printing and distri
bution volumes, partly through “smart systems” that avoid 
duplicate mailings. We also provide clients with service 
options that reduce consumption of printed materials: 
•  Since 1999, we have offered eFunds, 11 low-cost index 

funds that allow investors to access their accounts, exe
cute trades, and receive communications online. These 
funds eliminate paper waste while also lowering overall 
fund expenses. 

• Any TD Mutual Funds investor can choose the eDocuments 
option so that they receive unit holder communications 
exclusively via the Web, such as confirmations and 
statements. As a result of a spring 2003 campaign to 
promote this option, TD Asset Management Inc. offered 
to contribute $10 to the TD Friends of the Environment 
Foundation for each person who signed up for eDocuments 
during the promotion, resulting in a $10,000 donation. 

•  We give TD Mutual Funds unitholders the ability to 
“opt in” if they want to receive printed versions of semi
annual financial reports and, as a result, we are able to 
reduce quantities of this report by approximately 95%. 

•  TD Waterhouse was the first Canadian broker to offer 
online access to self-directed brokerage statements and 
trade confirmations. TD eServices lets clients view these 
documents plus mutual fund prospectuses online through 
WebBroker. 
Customers who feel strongly about choosing investments 

with a focus on ethical and environmental issues have access 
to a number of third-party ethical mutual funds by opening 
a TD Waterhouse brokerage account. 

Partnering to Achieve Environmental goals 
TDBFG is a signatory to the Statement by Financial 
Institutions on the Environment & Sustainable Development, 
prepared by the United Nations Environmental Program 
Finance Initiatives (UNEP). The UNEP initiative commits 
financial institutions to using environmentally sound 
practices in their internal operations and risk management 
activities, and to developing products and services that 
promote the environment. 

TDBFG is also a member of the Canadian Bankers 
Association’s Environmental Issues Advisory Group so that 
bank representatives can assess ways to incorporate environ
mental issues and regulations into policies and practices, as 
well as interact with other banks on environmental issues 
that may affect the banking industry as a whole. 

Looking Ahead 
With over 42,000 employees and 1,000-plus offices and 
branches across Canada, ensuring our many activities across 
the organization are environmentally sensitive and current 
with evolving standards is an immense and ongoing chal
lenge. While we have many environmental practices in place, 
we still have much to do. The successful merger of TD Bank 
and Canada Trust – the biggest of its kind in Canada’s 
history – brought together two large organizations with 
separate environmental systems and programs. 

Now that the merger process is virtually complete, a major 
step we’re taking is a thorough updating and consolidating 
of our environmental practices into a comprehensive 
Environmental Management System in 2004. This will allow 
us to integrate and standardize our activities across our 
various domestic businesses and ensure that responsible 
environment conduct is managed, practised, and measured 
in a consistent, systematic way. 

Left: TD Mutual Fund investors can reduce paper consumption by choosing 
to receive many unit holder communications exclusively in electronic 
format. Right: At TDBFG’s Toronto corporate headquarters, more than 
70% of waste is diverted from landfill through recycling programs. 

Reusing Redundant Supplies and Equipment 
In addition to recycling and reduction efforts, re-using materials is one of the most beneficial ways of protecting 
our environment. Every year TDBFG donates refurbished computers, laptops, printers, facsimile machines, and 
projectors for use in the community. For example, in 2003: 

• We provided the Children’s Aid Society of Toronto with more than 150 computer components including PCs, 
monitors, and printers. 

• The Computers for Schools program in Calgary, Alberta, received 50 computers. 
• We donated a currency counter to the Canadian Cancer Society to help them calculate cash donations. 
• Engineers Without Borders was the recipient of 30 personal computers to support their outreach activities. 

Left: Vivien Fernandes of TD Operations Support in Etobicoke, Ontario, received an award from Computers for 
Schools Ontario for arranging to donate more than 2,700 refurbished Bank computers. 



the future matters
 

Marie Jobe 
Customer Care, 

GTA Central Region 
Manager 

Brigitte Dewar 
Customer Relations Officer 

By patiently and fairly investigating complaints in the Greater Toronto Area, Marie Jobe, 
Manager, Customer Care, helps preserve future relationships with TD Canada Trust cus-
tomers. “I always try to empathize and talk to them as a person, not as a bank. We work 
hard to resolve their issues and determine why a problem occurred,” says Marie, a focus 
that Brigitte Dewar, Customer Relations Officer at EasyLine, readily supports. Their work 
helps improve service by identifying trends and educating employees on ways to avoid 
future problems. 
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to our customers
 
We’re dedicated to making financial services 

a truly comfortable experience for millions of 

customers in Canada and around the world. 

1,005 branches • 2,567 ABMs • industry-leading branch hours • top-rated Web brokerage and banking services 

With more than 13 million customers around the world, 
TDBFG must satisfy highly diverse financial needs, including 
personal, commercial, and wealth management services for 
individuals and capital markets expertise for corporate and 
institutional clients. Across the organization, it is our priority 
to pay serious attention to what counts to all of our cus
tomers and to provide a comfortable service experience. 

To do so, we develop innovative products and services, 
complemented by straightforward information and advice, 
to deliver the right financial solutions. We continually 
improve the ways that customers can access our services, 
while ensuring the highest level of safeguards are in place 
to protect their interests. We also focus on providing warm, 
personalized service, based on fundamental standards of 
integrity, respect, and professionalism. Finally, we measure 
our success at achieving customer satisfaction so we can 
seek constant improvement. 

All of our efforts in 2003 were designed to give our cus
tomers confidence that they can build successful and secure 
futures for themselves, their families, and their businesses. 

Achieving Financial Goals 
Introducing New Services 
With a service menu ranging from lending, savings, and 
insurance products to wholesale banking and investment 
management, TDBFG is among the most diversified financial 
companies and a leader in many areas. For example: 
•  TDBFG ranks as one of the top online financial services 

providers, with more than 4.5 million online customers. 
•  Our Personal and Commercial Banking franchise, 

TD Canada Trust, is well-known for industry-best branch 
hours – open an average of 14 hours more each week 
than our major bank competitors – and consistently 
receives awards for delivering a comfortable customer 
experience through its various service channels. 

•  Wealth Management, which comprises our mutual funds, 
discount brokerage, financial planning, and investment 
management businesses, is one of Canada’s largest asset 
managers, advisors, and distributors of investment products. 

•  Our Wholesale Banking operation is a leading Canadian 
franchise serving corporate, government, and institutional 
clients around the world. 

TDBFG’s main operating areas continued to introduce 
innovative new services for customers during 2003. Here 
are some highlights: 
•  TD Waterhouse launched an enhanced version of its 

premier Internet brokerage service, WebBroker, with 
simplified account-viewing and order-processing. 

•  TD Mutual Funds introduced new funds and portfolios 
within the TD Guaranteed Investment Funds II line-up to 
provide new growth and security choices for investors. 

•  At TD Canada Trust, a number of highly competitive prod
ucts were launched, including the TD Gold Visa* Travel 
Card, which lets cardholders earn and book virtually any 
type of travel with no restrictions or blackout periods. 

•  TD Securities continued to develop specialized products 
tailored to individual clients, particularly taking advantage 
of market opportunities to provide sophisticated foreign 
exchange and financial hedging services. 

Above: TD Securities investment bankers work as a team to help clients 
satisfy their current and long-term business growth objectives. 
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Left: Customer Service Representative Delilah Campos reviews banking account options with a new customer. 
Centre: TD Securities Debt Capital Markets traders execute transactions for corporate, commercial, and institu
tional clients around the globe. Right: Barb Verkuylen and Lolita Lo deliver industry-leading customer service at 
their Richmond, B.C. branch. 

Planning our Retail Network 
After nearly two years of carefully planning the integration 
of TD Bank and Canada Trust and two more years spent 
combining our products and services, systems, and branches, 
we are now in the final stages of the largest merger of its 
kind in Canada’s history. We are proud that, despite the 
inevitable mistakes that occur during such a massive under
taking, today we are well positioned to offer a truly better 
banking experience to our customers, thanks to the hard 
work and dedication of our employees. 

We remain focused on building a better bank by 
continuing to introduce better product and service options. 
To help us continue to expand our retail banking focus, 
in 2003, we announced the acquisition of 57 Laurentian 
Bank branches in Ontario and Western Canada. This is an 
excellent opportunity to grow our market presence, and in 
2004 we will apply the extensive knowledge we gained 
during the TD Canada Trust merger to make the Laurentian 
Bank integration as comfortable as possible for customers 
and employees. 

During 2003 we consolidated some additional retail 
branches as part of the TD Canada Trust integration. These 
mergers involved locations that were in close geographic 
proximity and, where two branches had different operating 
hours, the new branch adopted longer hours of operation. 
When doing so, we notified customers personally and 
in writing at least 120 days in advance of the location 
closure and we worked hard to reduce the impact on our 
customers. We also made the difficult business decision to 
consolidate our Sobeys in-store locations in Atlantic Canada 
and Wal-Mart outlets across Canada. While some staffing 
reductions resulted, we minimized the overall impact 
through natural attrition and managing our hiring levels in 
advance. Each employee who lost a position was provided 
with a severance package that met or exceeded industry 
standards. For a full list of facilities that were opened, closed 
and relocated in 2003, see pages 46–47. 

Listening to Our Customers 
At TDBFG, we have clear and open communication channels 
in place so we hear what customers want and they can help 
us understand how we can serve them, as well as make it as 
easy as possible to resolve their problems or concerns. 

Resolving Customers’ Problems 
To ensure that problems are addressed in a consistent and 
comfortable way, we have a comprehensive Customer 
Problem Resolution Process in place, which is described 
in our If you have a Problem or Concern… brochure. Since 
we improved this process in 2002, we have continued 
to work on making the problem resolution experience a 
comfortable one for our customers. In 2003, examples of 
initiatives included: 
•  Additional training for employees: We provided the 

“I Can Help” training program to all retail branch and 
telephone-banking employees – in excess of 20,000 – to 
further develop their customer problem resolution skills. 

•  System for recording customer problem files: Last year we 
began an extensive project to create a specific computer 
system that employees at all levels could use to better 
record, manage, and track the resolution of customers’ 
problems. The system, once fully implemented, will allow 
us to make improvements to processes, products, and 
services based on customer feedback. 

•  Measuring satisfaction with TDBFG problem resolution: 
For the last few years, we’ve been regularly calling 
customers who recently encountered a problem to solicit 
feedback about their experience. In 2004 this program 
will be expanded and enhanced to help us better under
stand customer irritants and how we handle and solve 
problems. In 2003, our activities were designed to 
help achieve satisfaction objectives (e.g., “I Can Help” 
training). Our results so far indicate that, although we 
still have room for improvement, we are moving in the 
right direction. 

Above: Reader’s Digest Vice President Larry Thomas (right) presented 
the Most Trusted Brand award to Andrea Rosen (middle right), President, 
TD Canada Trust, and other TDBFG executives. 
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The majority of customer problems are resolved by the 
front-line employees and management of the business unit 
where the customer deals. However, for problems that 
remain unresolved, customers can contact the TD Office of 
the Ombudsman. Appointed by and reporting directly to 
TDBFG’s President and CEO, the Ombudsman acts as an 
independent intermediary between customers and TDBFG, 
striving to resolve all problems fairly and impartially. 

In 2003, 285 new files were opened for investigation by 
the Ombudsman’s office, dealing with processing and trans
action issues across TDBFG’s product base. In almost half 
(45%) of these cases, the TD Ombudsman ruled in full or 
partial agreement with the customer. Investigations opened 
by the Ombudsman were up last year from the 153 investi
gations opened in 2002, in part due to greater awareness of 
the Ombudsman’s services. The number of contacts with the 
Ombudsman’s office, however, remains small relative to the 
number of TDBFG customers and the millions of transactions 
processed every day by our various businesses. 

The Ombudsman’s office analyzes customer problems they 
receive to proactively inform senior management of changes 
needed to reduce or eliminate problems related to that 
activity. These “lessons learned” help us to improve the 
overall service experience for our customers. 

More info: td.com/comments.html If you have a Problem or Concern brochure 
td.com/ombudsman_report.html TDBFG Ombudsman’s annual report 

Above: TD Waterhouse Business Development Associate Paulo Martins 
advises a client on market considerations and investment choices. Right: 
Our problem resolution brochure lets customers know there are multiple 
avenues open to them for raising issues with us. 

TD Canada Trust ranked highest of any bank in 
branch access and convenience and computer-
based banking in an independent 2003 survey 
of 10,000 Canadians by the Synovate research 
firm, and earned the highest rating among the 
big five banks in financial products and valuing 
its customers’ business. 

Removing Customer Service Obstacles 
Creating a more comfortable experience for our customers 
continued to be a priority in 2003, achieved in part through 
a company-wide emphasis on process improvements. We 
invited employee input through cross-Canada focus groups 
to identify the greatest impediments to providing excellent 
customer service. Their feedback was used to prioritize 
our efforts. 

By the end of 2003, we had successfully eliminated 86% 
of the customer service obstacles identified as most signifi
cant by our employees. Here are a few of the improvements 
completed in 2003: 
•  Creating an environment where customers can bank 

at the branch of their choice through continued enhance
ments to our branch-to-branch banking capability, 
including renewing mortgages, making changes to loan 
and mortgage payments, and certifying cheques. 

•  Streamlining processes to make it more efficient for 
customers when obtaining a loan or mortgage, purchasing 
creditor protection, making Visa payments, and purchasing 
mutual funds. 

•  Upgrading technology in branches to deliver a more 
consistent customer experience. 

Protecting Our Customers 

Essential to delivering a comfortable banking 
experience is upholding the highest standards of 
privacy, security, integrity, and professionalism. 

Raising Customer Satisfaction 
To ensure we are providing customers with a comfortable banking experience, TD Canada Trust monitors the 
quality of customer service through our Customer Satisfaction Index research (CSI). Throughout the year, cus
tomers are surveyed within a few days of a banking experience in our branches, telephone or electronic channels, 
or business banking services to gauge our performance. Each year, we set aggressive targets, linking customer 
service levels to employee compensation. 

In 2003, we surveyed more than 286,000 customers and, on a corporate composite basis, we surpassed our 2002 
results as well as our 2003 target. Among the categories on which we performed particularly well (exceeding 
scores of 95%) were treating customers in a respectful manner, processing transactions quickly and accurately, 
and handling customer requests. CSI research shows that we need to focus on improving our ability to explain 
services in a way that is easy to understand and providing advice based on customer needs. 

TD Canada Trust 
Customer Satisfaction scores 
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2002 CSI score 81.9 

2003 CSI score 84.5 

http://td.com/comments.html
http://td.com/ombudsman_report.html


30 • TD Bank Financial Group  • Corporate Responsibility Report 2003 

Privacy 
TDBFG has had a formal Privacy Code since the early 1990s, 
and our policies and practices comply with federal and 
provincial privacy laws about the collection, use, disclosure, 
and protection of personal information. Our Corporate 
Privacy Office develops and oversees effective privacy initia
tives across the organization, and an executive privacy coun
cil, as well as management committees, continually review 
Bank operations to ensure compliance. 

In 2003, “identity theft” (the act of stealing another per
son’s identity and using that information to impersonate and 
gain access to his or her accounts) continued to be one of 
Canada’s fastest-growing crimes and one to which TDBFG 
was not entirely immune. A small number of our customers 
fell victim to this crime, and it became apparent that we 
needed to take steps to respond. 

Through a brochure mailing in spring 2003, a tip sheet 
developed for branches for use with customers, and promo
tion of the Canadian Bankers Association’s Safeguarding 
Your Money booklet, we tried to raise awareness of this 
issue for our customers and the public at large. An enter
prise-wide project team was set up to further enhance our 
existing controls such as developing methods to spot identity 
theft in progress and implementing procedures to respond 
more quickly and effectively to potential incidents. 

More info: td.com/privacy 

Information Systems Security 
Keeping information systems secure is a fundamental policy 
within TDBFG. We ensure that all employees are aware of 
the procedures that must be taken to safeguard customer 
data and the systems that store it, outlining their responsibil
ities in their employment agreements. 

A dedicated team of more than 60 security professionals 
have specific responsibility for ensuring that there are thor
ough security standards to protect our systems and customer 
information against unauthorized access and use. This group 
keeps up to date with ever-evolving security issues, tools, 
and methodologies and ensures that appropriate security 
controls are built into our procedures and software. They 
also facilitate efforts to minimize service disruptions to 
customers in the event of virus hits on computer systems. 

More info: td.com/security 

Anti-Money Laundering 
TDBFG has comprehensive policies and programs in place 
to combat the serious international problem of money laun
dering, estimated at $17 billion per year in Canada alone. 
Working closely with industry and government organizations 
such as the Financial Transactions and Reports Analysis 
Centre of Canada, we build our deterrence and detection 
infrastructure on an ongoing basis with employee training 
of anti-money laundering procedures, risk management 
measures, and sophisticated tracking tools to monitor 
unusual transaction activity. 

TDBFG implements the Canadian government’s Proceeds 
of Crime (Money Laundering) and Terrorist Financing Act. 
The Act sets out requirements for financial institutions, 
including client identification; retention of files; and report
ing and record-keeping requirements for large cash transac
tions, suspicious transactions, and international electronic 
funds transfers. TDBFG also participates actively in the 
Canadian Bankers Association’s Bank Crime Prevention and 
Investigation Office, whose purpose is to protect bank cus
tomers against financial crime including money laundering 
and credit and debit card fraud. 

FCAC Consumer Protection 
TDBFG fully supports the efforts of the Financial Consumer 
Agency of Canada (FCAC), a federal agency working to pro
tect and educate consumers of financial services. The FCAC 
provides information about important financial industry 
issues through its Web site and publications. It also oversees 
federal consumer protection measures, which include laws 
and regulations about clear and timely disclosure of charges, 
terms, interest rates, and conditions; acceptable sales 
processes; customer problem resolution procedures; and 
branch closures. TDBFG works hard to ensure compliance 
with these measures at all times, in part through organiza
tion-wide training and employees dedicated to instituting 
and monitoring compliance initiatives. We want to help 
customers make informed choices and are committed to 
respecting their right to freely choose financial products, 
services, and providers and to supplying information that 
allows them to fully understand what they are purchasing. 

More info: fcac-acfc.gc.ca FCAC consumer resources 
td.com Brochures on tied selling, problem resolution 

Putting Investor Interests First 
During 2003, American investors became aware of alleged 
controversial trading practices within the U.S. mutual fund 
industry, including late trading and market timing. These 
activities are intended to take advantage of short-term 
market movements to benefit a few fund-holders at the 
expense of long-term investors. 

Above: Information Technology Security Analysts Cameron Yardy and 
Joan Clark help safeguard Bank computer systems from unauthorized 
access, computer viruses, and service disruptions. 

http://fcac-acfc.gc.ca
http://td.com/privacy
http://td.com/securit
http://td.com
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TD Mutual Funds has policies and procedures in place to 
discourage these practices and to ensure that we manage 
our fund family for the greater good of TD fund owners as a 
whole. To avoid late trading, we do not accept trades after 
4:00 p.m., and our systems are designed to roll forward any 
trades received after that time. We also have short-term 
trading fees in place on most series of units in our interna
tional and sector funds to discourage market timing activity. 
All of such fees paid by investors are provided to the appro
priate funds and are not retained by TDBFG. 

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 expecta
tions and state the fundamental principles and behaviour 
expected of all employees to uphold the highest standard 
of ethical business and personal conduct at all times. 

We have an annual online attestation process in place 
to ensure all employees sign and acknowledge their 
understanding of and compliance with these and other 
key policies (namely, the “Respect in the Workplace,” 
“Internet, Email and Electronic Media,” and “TD Privacy 
Code” policies). Any breach of these policies included in 
the annual attestation is considered a serious offence that 
may lead to dismissal. 

Industry Codes of Conduct 
TDBFG also adheres to industry-level codes including: 
•  The Canadian Code of Practice for Consumer Debit Card 

Services, which outlines industry obligations and the rights 
and responsibilities of consumers when using their debit 
cards in Canada; 

•  Principles of Consumer Protection for Electronic 
Commerce, which provides a framework for commerce 
over open networks, including the Internet; 

•  Code of Conduct for Authorized Insurance Activities, a 
set of minimum standards for bank representatives who 
promote authorized insurance products in Canada; and 

•  Model Code for Bank Relations with Small and Medium-
Sized Businesses, which sets out minimum standards for 
bank dealings with small business. 

Serving Customers with Diverse Needs 
Ensuring Access to Financial Services 
At TDBFG, we’re committed to offering products and 
services that are accessible by all Canadians, including 
those who would not otherwise have easy access to financial 
services. We continue to implement initiatives in this respect 
and recognize there’s still work to be done as we try to 
develop the most suitable, up-to-date solutions for various 
accessibility challenges. 

•  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 TTY 
terminals – teletype devices that use written text for com
munication with our Deaf and hard-of-hearing customers. 

•  We offer a low-fee Value Account as part of our commit
ment to the Government of Canada to ensure that all 
Canadians, including those with modest or no income, 
can access affordable, flexible banking services. 

•  For customers 60 and over, we provide the Plan 60 
chequing account, which features free services and 
discounts including no monthly fee and unlimited full-
serve or self-serve transactions. 

•  TDBFG complies with new Government of Canada 
accessibility regulations. Effective September 30, 2003, 
the Access to Basic Banking Services (ABBS) regulations 
spell out identification requirements to open new personal 
deposit accounts and cash federal government cheques. 

•  Most of our ABMs are wheelchair-accessible and incorpo
rate lower screens and buttons, plus partial shelves to 
accommodate wheelchairs. In 2004, we will be introduc
ing Braille keypads at some 100 ABMs across Canada. 
We’re also working on meeting the recommended 
guidelines of the Canadian Standards Association’s Barrier 
Free Design for ABMs (B651.1) by October 2006. With 
a network of over 2,500 ABMs across Canada, it is a 
multi-year endeavor. Action plans are being developed 
to boost ABM accessibility with audio capability, larger 
text fonts on screens and receipts, graphic textile (raised 
letters), and other features. 

•  Every facility that is newly opened or renovated is done so 
with accessibility issues in mind. For example, we design 
barrier-free teller stations and include greeter desks that 
provide barrier-free, sit-down service. In the past two 
years close to a third of our branches – 163 in 2003 and 
150 in 2002 – have been renovated and now provide ease 
of access for most groups. And all new branches and 
facilities opened include disabled-accessible door opera
tors, vestibules and washrooms; wheelchair-friendly 
ramps, vaults and service areas; side-access ABMs accessi
ble from wheelchairs; and, where parking is provided, at 
least one parking space designated for the disabled. 

Above: Our ABMs and branches are designed to be accessible to 
all customers. 
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Ensuring that all our branches across Canada provide 
barrier-free accessibility is an evolutionary process, as we 
face challenges in some locations such as older branches, 
which were built to standards that are now outdated. 
We are committed to continually improving our places 
of business to provide enhanced accessibility. 

Responding to our Multicultural 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. 

In certain geographic areas we actively recruit employees 
who can serve customers in their language of choice, and 
offer ABM service in Chinese, Italian, and Portuguese, in 
addition to French and English. To meet the needs of 
Canada’s growing Asian community, we provide Mandarin 
and Cantonese EasyLine toll-free numbers, offer a range of 
our product and marketing information in Chinese, and 
have over 110 Chinese-oriented branches. 

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. First 
Nations Bank is a financial institution conceived and market
ed by Aboriginal people, for Aboriginal people, with approx
imately 75% of the staff of Aboriginal descent. It is the first 
Canadian bank with exclusively Aboriginal common share 
ownership. 

First Nations Bank offers a full range of personal and 
business banking services – including loans, mortgages, 
investments, transaction accounts, and cash management 
services – and has been growing steadily since inception, 
attracting Aboriginal clients as well as contributing to 
Aboriginal economic development. 

In 2003 First Nations Bank opened its fourth full-service 
branch, in Winnipeg, Manitoba. Other branches are in 
Saskatoon, Saskatchewan; Walpole Island, Ontario; and 
Chisasibi, Quebec. In an effort to provide access to financial 
services in small rural Aboriginal communities, First Nations 
Bank operates two Community Banking Centres in conjunc

tion with local bands on reserves in Nemaska, Quebec, and 
Dillon, Saskatchewan. These “mini-bank” facilities provide 
basic deposit and withdrawal services. 

More info: firstnationsbank.com 

Advancing Small Business Goals 

TDBFG has the second largest portfolio of 
small business customers among Canadian 
banks – more than 540,000 across Canada. 

Whether it’s access to day-to-day operating accounts with 
service plans, credit, cash management services, payroll solu
tions, or business planning tools, TDBFG serves the needs of 
small business with a comprehensive range of products and 
services. Our dedicated support staff comprise small business 
specialists, financial advisors, and account managers. 

Financing Initiatives 
For small businesses that require financing to start up or 
grow, we offer a number of innovative products and pro
grams, sometimes through collaboration with governments 
and local organizations. Our application process and infor
mation requirements are streamlined and easy to understand 
– in many cases, it takes only minutes to approve business 
credit up to $20,000. For larger amounts, credit decisions 
are made within 24 hours 95% of the time. 

Above: First Nations Bank services are available through its locations 
as well as all TDBFG branches and electronic banking channels. 

Industry-Leading Branch Hours and Web Services 
Extended service hours offered at TD Canada Trust branches are an important part of our comfortable banking 
philosophy. By offering early morning, evening or Saturday service at many locations, we are helping our cus
tomers manage their financial needs despite their busy schedules. As a result, our hours of service continue to 
distinguish us from our competitors, and TD Canada Trust branches are open an average of 49 hours per week 
compared to a 35-hour average at our major bank competitors. Of course, in individual markets it may be 
appropriate to reduce service hours based on customer demand. In these cases, customers can receive after-hours 
service through nearby locations or our convenient electronic channels including ABMs, EasyLine, or EasyWeb. 

Our EasyWeb service was once again rated a leader in Canada and among the top banking channels for retail 
and small business in the Western hemisphere, in studies released in 2003 by Forrester Research and U.S.-based 
Speers and Associates. 

8:00 
to 
8:00 

http://firstnationsbank.com
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Left: A TD Canada Trust outlet promotes its Portuguese and Italian 
language customer services. Right: A range of our product and 
marketing information is made available in Chinese. 

In 2003, we authorized over $11.9 billion in financing of 
$500,000 or less to businesses in Canada. Approximately 
$4.7 billion in financing was under $100,000. Ongoing 
credit offerings include secured and unsecured loans and 
lines of credit, farm mortgages and improvement loans, 
and business mortgages. New or renewed small business 
financing initiatives in 2003 consisted of the following: 
•  TD Canada Trust continued its participation in the federal 

government’s Canada Small Business Financing Loan 
program. Businesses with annual revenue of $5 million 
or less can apply for loans up to $250,000 to finance up 
to 90% of equipment, leaseholds, or property purchases. 
We experienced a 9% growth in the number of these 
loans provided last year as well as a 30% increase in new 
credit funded. 

•  Through group creditor insurance offers, TD Canada Trust 
offered approximately 200,000 small business owners 
over-the-phone loan approvals, as well as Visa card and 
merchant services, business chequing, business savings, 
and credit insurance group offers. 

•  We renewed our involvement in the Manitoba Start 
program, offering a three-day business planning workshop 
and 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. 

•  TD Canada Trust continued to offer and promote via 
advertising the 1% Below Prime Small Business Loan pro
gram as part of the Ontario government’s Small Business 
Investment Tax Credit (SBITC). The loan offers a special 
no-hassle low rate for companies with less than $500,000 
in total assets and gross revenues. 

•  Participation in the P.E.I. Entrepreneur Loan Program was 
extended, 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 31st of the year 
in which the loan was made. 

Special Services for Small Business 
With longer branch hours than our major competitors and 
EasyLine and EasyWeb, our convenient phone and highly 
rated Web banking services, we make it easier for busy small 
business owners to take care of their financial affairs around 
the clock. And we continue to find ways to enhance our 
processes and efficiency so we are better positioned to 
retain and attract customers, increase loyalty, and grow 
our business. 
•  In 2003, we installed 96 new Business Service Wickets 

(BSWs) in branches across Canada to provide dedicated 
small business service. This increases our total number of 
BSWs to 423 – almost half of our branches. 

•  Customer Panel processes are now available through 
which the branch manager meets with four to five busi
ness owners who form a panel to hear firsthand what 
customers like and don’t like regarding our services and 
what suggestions they have for how we can improve. 

•  New employee training courses focused on small business 
banking were developed last year, both to enhance the 
existing product knowledge of our small business special
ists and to help retail staff better understand the special 
needs of this customer segment. 

•  We have made a significant investment in our credit infra
structure to improve delivery, starting in 2004, of small 
business products through the retail branch platform. 

•  Tax payment and filing service is now available on 
EasyWeb, allowing the processing of payments such as 
payroll source deductions, GST, provincial sales taxes, and 
corporate income tax, with a single sign-on through a 
personal or business account. 

•  Last year we also provided business customers with 
greater accessibility to their funds. Using EasyWeb or 
Wireless banking, they can now transfer funds from busi
ness to personal accounts, between separate profiles, and 
between Canadian and U.S. dollar accounts in real time, 
and view all of their business and personal transactions 
at the same time. 

•  During Small Business Week in October 2003, we 
participated in some 20 initiatives across the country in 
recognition of this important customer segment. Activities 
included sponsoring and making presentations at business 
seminars, trade shows, and other events. 

More info: tdcanadatrust.com/smallbusiness 

Above: Customer Service Representative Myra Viola is ready to serve 
busy customers at a dedicated small business wicket. 

http://tdcanadatrust.com/smallbusiness
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the future matters
 

Mark Paczek 
TD Wealth Management 

Instructor 

As a TD Wealth Management Instructor, Mark Paczek plays a crucial role helping employees 
apply new skills that benefit both employees and customers. “Training is a part of life to keep 
up with the industry, but it’s not easy for employees who often have 20 other things on their 
minds,” says Mark. “We try to design and deliver training modules from the employee perspec
tive so they can get comfortable with technology and discover useful tools they’ll use every day.” 
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to our employees
 
Our people are the driving force 

behind TDBFG’s accomplishments, 

from our financial results to our ability 

to deliver first-rate customer service. 

$49 million invested in training • numerous diversity, flexible work, and employee support programs 

To build long-term success as an organization, we must 
work hard to treat our employees the way we want them 
to treat our customers. That means not only considering 
employee needs today, but those that may emerge in the 
years ahead. We strive for an environment that is open 
and honest – a workplace that is performance-driven and 
where people respect each other in their daily activities. 
The benefits and services we have developed give employees 
choice and flexibility in their work options and development 
opportunities so they can achieve career satisfaction. 

We are also focused on improving the current work 
environment through intensive workplace process enhance
ments, through plans to strengthen diversity across our 
organization, and by staying in touch with evolving 
employee attitudes through channels such as our TD Pulse 
internal survey. We believe that these forward-focused 
initiatives will help contribute to employee satisfaction and 
build enriching, long-term partnerships. 

Ensuring Strong Employee Relations 
As one of Canada’s largest employers, with 42,490 
employees across the country and an additional 4,579 
outside Canada, we are committed to building strong 
relationships with our employees. We do so in part by 
offering a full spectrum of benefits and services, as well 
as by listening and responding to their needs to ensure 
a positive employee experience. 

Employing Canadians Coast to Coast 

Full-Time 
Employees 

Part-Time 
Employees Total 

Province/Territory 
British Columbia 2,643 1,513 4,156 
Alberta 2,437 1,467 3,904 
Saskatchewan 286 251 537 
Manitoba 432 296 728 
Ontario 21,846 7,992 29,838 
Quebec 1,660 511 2,171 
Newfoundland and Labrador 73 53 126 
New Brunswick 243 181 424 
Nova Scotia 321 183 504 
P.E.I. 44 23 67 
Yukon Territory 17 8 25 
Northwest Territories 7 3 10 

Canada 30,009 12,481 42,490 

Employment figures as at October 31, 2003. 

Offering Competitive Benefits 
•  We are committed to providing an attractive compensa

tion package that includes salary and various incentive 
plans that allow employees to participate in the success of 
the company. In 2003, TDBFG paid over $3.7 billion in 
salaries and employee benefits. 

•  The TDBFG Benefits Plan is designed to provide core bene
fits coverage that acts as a safety net in situations such as 
disability or serious illness. There is the option to purchase 
additional benefits, which are partly subsidized by TDBFG. 

•  In an effort to align employee interests with shareholder 
interests, our Employee Savings Plan gives the opportunity 
to participate in the long-term growth potential of TDBFG 
through the purchase of TD Bank shares. TDBFG matches 
50% of all contributions made by employees. In 2003, 
more than 73% of eligible employees participated in 
this plan. 
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Left: New employees are provided with “First Things First”, a handy orientation guide to working at TDBFG, which 
was recently enhanced based on employee input. Centre: The Recognizing Your Service program is one way we 
honour outstanding employee contributions. Right: As part of a major human resource process improvement pro
gram, employees took part in cross-Canada focus groups to identify ways to improve the employee experience. 

•  One of the most valuable benefits offered to employees 
is the TDBFG Pension Plan to assist with their retirement 
savings. 

•  We extend a range of employee banking benefits with 
discounted products and services. 

•  Within TDBFG, employees can pursue any number of 
rewarding career opportunities – from investment man
agement, insurance, and financial planning to branch 
banking to e-commerce, marketing, and head-office 
functions. 

Salaries and Employee Benefits 

(in millions of dollars) 2003 2002 2001 

Salaries $ 2,304 $ 2,273 $2,225 
Incentive compensation 986 875 1,150 
Pension and other 

employee benefits 468 418 333 

Total $3,758 $3,566 $3,708 

Assistance and Recognition 
•  Reach Out, our employee assistance program, is a volun

tary, confidential counselling and referral service for 
employees and their immediate family members, dealing 
with a broad range of personal and work-related concerns 
including stress, career difficulties, and alcohol and drug 
issues, available 24 hours a day, seven days a week. As 
part of the Reach Out service, the Family Matters Program 
helps employees locate child and elder care resources. 

•  A number of initiatives are in place to recognize the 
loyalty, years of service, and contributions our staff make 
to the organization, including the Service Recognition 
Program. In 2003, 757 TDBFG employees were honoured 
with the National Award of Excellence through which 
recipients are nominated by their co-workers for demon
strating excellence in their daily work. 

•  Two-way communication is a fundamental part of the 
personal performance and development programs at 
TDBFG. We’ve created a process for year-end performance 
assessments and mid-year reviews so that all employees 
and managers can discuss their progress against perform
ance objectives and jointly set objectives and personal 
development activities. 

Improving the Employee Experience 
It is a corporate priority to treat employees with the same 
respect we treat customers. In 2003, Human Resources (HR) 
launched a major project called Impact (“Improving Process 
and Changing Together”) to identify and address obstacles 
to employee comfort. 

Cross-Canada focus groups were held with employees, 
managers, and HR practitioners, resulting in a list of 200 
obstacles ranging from labour-intensive pay processes to 
unclear benefits policies. Short-, medium- and longer-term 
projects are under way to fix these areas of discomfort for 
employees, and regular updates on our progress are posted 
on the employee intranet site and shared via email. During 
2003, several “quick wins” were implemented, including: 
•  A Branch Incentive Plan System to reduce paperwork for 

employees who administer branch incentive programs. 
•  A streamlined new hire documentation process, reducing 

the number of separate forms required for completion 
when a new person joins the organization. Additionally, 
the process of gaining criminal, credit, and employment 
references was also reviewed and a permanent 
Relationship Management role was put in place to 
ensure that this essential part of the background check 
is undertaken in an efficient and secure manner for all 
new employees. 

Measuring and Enhancing Employee Satisfaction 
Just as we measure customer satisfaction, we also track 
employee satisfaction so that we can act on issues and 
trends that matter to our people and, in turn, build a better 
work environment for the future. 

TD Pulse is a company-wide internal survey process 
through which we collect employees’ feedback about the 
organization, their manager, team, career, and work environ
ment. Data from the survey are collected and tabulated by 
an outside firm to ensure confidentiality. Managers receive 
a report on the results and are expected to facilitate an 
action-planning session with their teams, act on the plans, 
and modify plans as needed based on a follow-up survey. 
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Left: Andrea Rosen (right), President, TD Canada Trust; Bill Hatanaka, Executive Vice President, Wealth Management; and Cathy Backman, Senior Vice 
President, e.Bank in Halifax, Nova Scotia during one of many regional presentations to update and hear from employees. Centre: Suellen Wiles (right), 
Senior Vice President, GTA Central, congratulates a National Award of Excellence winner at two-day employee recognition celebration. Right: Three 
insurance employees were all smiles during a special event that celebrated our top insurance sales performers. 

We are proud that in 2003, 90% of our global workforce 
participated in the spring and fall surveys. This participation 
is well above the norm for employee surveys and demon
strates the tremendous buy-in for the TD Pulse survey 
around the organization. While there are many issues that 
we must continue to address, 2003 survey results were 
very positive – with an overall score of 3.84 (out of 5) based 
on responses to 20 survey questions. Overall employee satis
faction has continued to increase (refer to graph) on every 
survey since the integration of TD and Canada Trust in 2001. 

TD Pulse Scores 

Fall 03 Spring 03 Fall 02 

Sample of survey items 
I would recommend TD as a good 

place to work 3.77 3.75 3.69 
I plan to be with the company one 

year from now 4.05 4.06 4.03 
At TD, we treat employees the way we 

want employees to treat customers 3.65 3.62 3.56 
Overall score 

(average of all 20 questions) 3.84 3.83 3.77 

(Response scale of 1 to 5 used, where 1 represents “strongly disagree” 
and 5 represents “strongly agree”) 

We are focused on increasing action-planning in individual 
work areas to ensure that local issues are addressed. Since 
year-over-year survey results show that action-planning con
tributes to higher employee satisfaction, we must continue 
to engage more teams across the bank in such processes. 

Creating Workplace Flexibility 
Today, employees need to balance busy careers and personal 
lives and they expect their employer to provide them with 
options to help them manage their present and future obli
gations. TDBFG has implemented numerous programs to help 
employees achieve work/life balance. In 2003, more than 
1,600 TDBFG employees took advantage of these programs: 
•  Flextime options give employees the ability to work a 

regularly scheduled number of hours each week that is 
less than the standard 37.5 hours. 

Above: Home office technology helps Judy Maddigan of TDBFG's Mobile 
Mortgage Sales Force work when and where she prefers. 

TD Pulse Scores 
over Time 
Employee satisfaction has contin
ued to increase since the TD Pulse 
survey began in its current form 
in 2001. 
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Left: Employees listen and learn during an internal “To Serve and Protect” workshop, which focused on 
customer security and protection issues. Right: Head office employees provided their feedback during a 
roundtable on enhancing company processes. 

•  Flexhours allows employees to work their full number 
of daily and weekly hours while varying their start and 
end times. 

•  Flexweek provides staff with the option to work their 
standard number of weekly scheduled hours over fewer 
or, greater number of days depending on their personal 
obligations. 

•  Flexjob allows employees to share a full-time position 
with a colleague. 

•  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 allows employees to 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 a 
temporary leave of absence (up to one month) or a 
personal leave of absence (up to 12 months). 

Advancing Future Goals 
At TDBFG, there is a strong focus on development – 
learning the skills, knowledge, and behaviours that employ
ees need to grow in their current roles, as well as building 
the capability and experience for career goals and long-term 
employment opportunities within TDBFG. 

•  In 2003, we devoted $49 million to employee learning 
and development initiatives. A broad range of sales and 
service, business, technical, and professional development 
training was offered, including in-class instruction, 
Web-based learning, and printed and electronic job aids. 
In total, there were 103,466 training days, ranging from 
two-day experiential sales training to short 30-minute 
self-study modules on process improvements. 

•  We invested more than $13 million in external tuition 
fees during 2003 on behalf of our employees so they 
could participate in university and college programs and 
other specialized courses. A new enterprise-wide tuition 
assistance policy was introduced last year, supporting 
employees throughout TDBFG in pursuing bachelor 
degrees, MBAs, and other part-time studies. 

•  Two new programs were offered in 2003: 
– Project Management Fundamentals is a popular two-day 

hands-on workshop helping people develop skills in 
TDBFG’s branded approach to project management – 
building our core competency in operational excellence. 

– Close to 1,500 managers from across TDBFG 
participated in Managing at TD, a blended learning 
program intended to create a TDBFG standard of 
management and ensure that managers can consistently 
deliver against it. Key elements of the program include 
online learning, multi-rater feedback against TDBFG’s 
22 Management Practices, and a lively, interactive 
three-day workshop. The program has received rave 
reviews and will be offered to an additional 1,100 
managers in 2004. 

Workplace Flexibility 
“I’ve served with the Canadian Armed Forces Reserves for 27 years, so I was excited when the chance came up 
to help the Afghan people build a safe and secure home,” says Captain John D. Stewart, TDBFG’s e.Bank Wealth 
Management Specialist and an Operations Officer in the Kabul Multinational Brigade. 

Working with his manager, John was able to arrange a 51-week personal leave of absence from his role as a 
team leader at the call centre in Markham, Ontario. Since May 2003, John has coordinated multinational armies 
and worked with not-for-profit groups to create positive community relationships. Despite the constant risk to 
his personal safety, John has energetically helped rebuild damaged schools, protect refugee camps, and create 
an environment where small business can operate and education programs can resume for children and women. 
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Left: Our Burnhamthorpe and Martin Grove branch was honoured with a cheque in recognition for achieving 
among the top Customer Satisfaction Index scores in 2003. 

TDBFG also supports staffing initiatives that promote 
employment and employability among young and new 
Canadians: 
•  Career Edge: As a founding member of Career Edge, a 

national not-for-profit corporation that offers new gradu
ates the opportunity to learn and gain practical work 
experience, TDBFG placed 18 interns within TDBFG during 
2003 and sponsored three internships at not-for-profit 
organizations. 

•  Career Bridge: This is an innovative internship program 
designed to address the dilemma of highly qualified 
individuals being underemployed upon coming to Canada. 
Career Bridge is an initiative of the Toronto Region 
Immigrant Employment Council and began as a pilot pro
gram in November 2003. TDBFG will support the program 
by offering internships that allow new Canadians to gain 
valuable Canadian experience. 

•  On-Campus Recruitment: TDBFG supports a variety of 
on-campus recruitment initiatives throughout the year, 
including participation in career fairs, panel discussions, 
and other networking events that allow students to 
interact with TDBFG representatives. In 2003, TDBFG rep
resentatives were awarded the “Friendliest Representatives 
Award” at the McMaster Career Fair – the second year 
in a row that we received this recognition. 

Creating a Safe and Healthy Workplace 
To help create a healthy and safe environment for employees 
as well as customers, we meet or exceed all applicable build
ing codes and develop programs to protect and improve 
workplace conditions. Human Resources’ trauma training 
and tools ensure that health situations are managed and 
communicated effectively and staff receive appropriate sup
port. We provide a Workplace Health and Safety intranet site 
that employees can access for educational tools, our online 
accident reporting system, and health and safety committee 
information and meeting minutes. 

Employees and managers play a valuable role in maintain
ing TDBFG’s excellent health and safety record. The risk of 
occupational accidents, however, is an unfortunate reality, 
but we try our best to prevent them from occurring. In 
2002, a total of 906 employee days absent were as a 
result of a workplace injury beyond the day of the injury. 
Refer to the following chart for additional workplace 
accident statistics. 

Workplace Accident Statistics1 

As at Oct. 31, 2002 Number 
% of TDBFG 

Population 

Minor Injuries – 
injuries that are treated in the 
workplace, with no time lost 
beyond the day of the injury. 219 0.5% 

Disabling Injuries – 
injuries that result in lost time in the 
workplace on any day following the injury2 76 0.18% 

1 Latest data available. 2003 data will be reported to the federal 
government in spring 2004. 

2 No disabling injuries in 2002 resulted in permanent loss or loss of use 
of a body part or function. No workplace fatalities occurred in 2002 
or in 2003. 

Building Organizational Diversity 
TDBFG is committed to achieving workforce diversity 
because we understand that, to be successful in the global 
economy, we must design policies and initiatives that 
promote diversity, equal opportunity, and the talents and 
perspectives of our employees. 

We are pleased with our progress in employing diverse 
members of society, as reported in Human Resources 
Development Canada’s annual employment equity review. 
However we also realize that work must be done to target 
promotion and advancement of women and minorities 
and improve recruitment of Aboriginal people and persons 
with disabilities. Change takes time, but below we provide 
a sample of our programs to encourage awareness, accom
modation, and accessibility, as well as planned initiatives. 

Among our broad diversity efforts: 
•  We are currently developing an employment equity 

planning process and are on schedule to introduce an 
Employment Equity Plan in early 2004, with improved 
reporting and tools to help business units plan and track 
diversity efforts. 

•  The recruitment team within TD Canada Trust, TDBFG’s 
largest business area, has brought on additional staff to 
support diversity initiatives. Wealth Management intro
duced “Learning to Value Diversity” workshops for 2,000 
employees and people managers. 
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Left: Enthusiastic employees at TD Meloche Monnex work together to offer leading insurance services to 
thousands of Canadians. Centre: To  celebrate Heritage Day at TDBFG’s Wealth Management group, senior man
ager Cecille Hernandez shared the culture of her native Philippines with her co-workers. Right: TD Waterhouse 
employee Laura Sukmawan keeps up on financial market trends to serve investors well. 

Supporting Women 
TDBFG has taken steps to achieve a leadership position in 
the advancement of women in areas of career development, 
succession planning, and flexibility. We have been recog
nized with the prestigious Catalyst Award, which highlighted 
our initiatives to promote women to leadership roles. 
•  We have processes in place to identify high-potential female 

employees for promotion into senior management roles. 
•  Our flex program continues to be well used by female 

employees, including female executives. 
•  TDBFG participates in organizations that support the 

advancement of women and help us identify potential 
candidates for employment. For example, Women in 
Capital Markets (WCM) is a volunteer organization to 
promote the entry, development, and advancement of 
women in capital markets. More than 40 TDBFG employ
ees are members, and TDBFG has hired WCM scholarship 
recipients for summer and full-time positions. 

•  To support advancement within Wholesale Banking, we 
plan to implement greater outreach initiatives and study 
ways to improve the internal promotion process. The 
creation of a forum for women in management will give 
female middle-managers the chance to express their 
concerns and develop solutions. 

Supporting Aboriginal Peoples 
TDBFG works with Aboriginal businesses and community 
groups to develop positive, ongoing relationships and seek 
ways to recruit Aboriginal persons into the organization. 
•  Together with the Federation of Saskatchewan Indian 

Nations and the Saskatchewan Indian Equity Foundation 
Inc., we launched First Nations Bank of Canada in 1996. 
Today, 75% of First Nations Bank employees are of 
Aboriginal descent and, as the bank expands into 
new locations, employment opportunities are expected 
to increase. 

•  We have established connections with the Canadian 
Council for Aboriginal Business, the Interprovincial 
Association for Native Employment, and Miziwe Biik, 
an Aboriginal employment centre in Toronto, to help 
create Aboriginal hiring opportunities. 

•  TDBFG also promotes the advancement of Aboriginal 
youth through participation in Native career fairs such as 
the Blueprint for the Future Career Fair sponsored by the 
National Aboriginal Achievement Foundation. 

•  We support Aboriginal education through scholarships 
and bursaries that identify high-performance 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 is committed to creating a supportive environment 
for persons with disabilities. While we have programs in 
place to accommodate special employee needs, it remains a 
challenge to communicate the Bank’s employment opportu
nities to persons with disabilities and to recruit candidates 
into available positions. These are a few of our initiatives 
and plans: 
•  The Workplace Accommodation Program helps to 

eliminate workplace barriers and provides all employees 
with a means to request assistance such as modification 
to a workstation or specialized equipment. In 2003, 34 
employees received support through this program. 

•  We take part in career fairs and recruitment programs, 
such as the Jobs Market Career Fair for Persons with 
Disabilities sponsored by Human Resources Development 
Canada, and now advertise in Active Living magazine to 
raise our profile in the disabled community. 

•  To recruit persons with disabilities for internship place
ments, we support the Ability Edge program; in addition, 
we have hosted two students with developmental 
disabilities from the Kohai Educational Centre for 
six-week job placements. 

• We are in regular dialogue with organizations serving 
persons with disabilities, including the Canadian 
Paraplegic Association, the Canadian National Institute 
for the Blind, and the Canadian Hearing Society. 

•  We aim to create a formal planning and executive 
reporting infrastructure concerning disability issues, 
including a focused recruitment strategy. Increased 
investment in diversity training and tools for human 
resources and business managers will aid recruitment 
efforts and improve internal accommodation. 
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Employment Diversity: Representation of Different Groups 

Women 
Visible 

Minorities 
Aboriginal 

People 
Persons with 

Disabilities 

TDBFG1 70.3% 20.5% 1.0% 1.3% 
Average % at five other major Canadian banks1 71.9 17.1 1.2 2.5 
All sectors in Canada2 44.9 11.7 1.6 2.3 

1 Percentage of workforce shown as of December 31, 2002 
(Source: Canadian Bankers Association) 

2 Percentage of workforce shown for 2001 (Source: Human Resources 
Development Canada 2002 Employment Equity Act Annual Report) 

Supporting Visible Minorities 
TDBFG strives to create a respectful, inclusive environment 
for visible minorities and today more than 20% of our 
workforce includes persons from these backgrounds. 
Here are examples of key initiatives: 
•  A stringent Respect in the Workplace policy is in place to 

ensure a work environment free of harassment and where 
employees are treated with dignity and respect. New 
TDBFG hires undergo training on this policy. 

•  We have carried out recruiting efforts to attract Korean 
and Punjabi-speaking candidates to reflect the diversity of 
our customer base. 

•  TDBFG is updating employee and executive recruitment 
processes to enhance consideration of internal and 
external visible minority candidates for employment. 

•  We’re involved in community events that recognize 
excellence and achievement, including the Harry Jerome 
Awards and Youth Scholarship Fund, the Harmony Awards 
Banquet and Urban Alliance on Race Relations Dinners, 
and the Scadding Court Community Centre Anti-Racism 
Scholarship awards event. 

• TDBFG is an advisory board member and sponsor of a 
multi-faceted research and education initiative by the 
Conference Board of Canada, aimed at supporting 
Canadian organizations in capitalizing on the talents 
and experience of visible minorities. 

Left: Financial Advisor David Young provides a time-pressed mortgage 
customer with convenient advice by telephone. Right: TD Canada Trust 
employee Maria Cugliari provides a smile and speedy service to a 
commercial banking client. 

From 2001 to 2002, TDBFG: 

•  Increased the percentage of women in senior management posi

tions to 24% (from 22%) and in middle and other management 

to 44% (from 42%); 

•  Increased representation of Aboriginals and disabled persons in 

middle and other management to 0.50% (from 0.46%) and 

0.92% (from 0.80%), respectively; 

•  Increased the percentage of visible minorities in middle and other 

management to 12% (from 10%). 

More info: td.com/hr Career and HR programs 

Respecting Fundamental Human Rights 
To live up to our commitment to treating our employees the 
way we want them to treat our customers, we are commit
ted to providing fair and equal access to all programs and to 
ongoing monitoring of human rights practices: 
•  We ensure that all human resources policies are non-dis

criminatory and accessible in print or online to employees, 
including policies on recruitment, performance manage
ment, training, and career opportunities. 

•  TDBFG carefully adheres to, and in many cases exceeds, 
various legislated employment standards that cover 
health, safety, equal pay, and hours of work guidelines. 
These include: the Employment Equity Act and the 
Canadian Human Rights Act, employment standards legis
lation, privacy legislation, and the Canada Labour Code. 

•  A central corporate group within TDBFG advises human 
resources practitioners on human rights issues and 
training. During 2004, we will introduce additional Bank-
wide training to reinforce our commitment to this issue. 

•  Between Us, our employee ombudsman office, serves as 
a neutral party to assist employees with work-related con
flict resolution in a confidential manner. In 2003, Between 
Us received a total of 1,803 calls from employees. 

•  We maintain recruitment processes that respect all child 
labour standards and do not employ persons under the 
age of 18. 

http://td.com/hr


the future matters
 

Rasha El Sissi 
Legal 

Associate Vice President 

Norie Campbell 
Corporate Governance 

Vice President 

“I  am fortunate in my position to work with a dedicated, engaged Board of Directors and a 
management team committed to delivering long-term value to our shareholders and leader-
ship in corporate governance,” notes Norie Campbell, Vice President, Corporate Governance. 
Working closely with our new Chairman and the General Counsel, Norie, along with a team 
of experts, including Rasha El Sissi, Associate Vice President, Legal, are constantly enhancing 
TDBFG’s corporate governance practices and improving communication with shareholders. 
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to our shareholders
 
At TDBFG, we are focused on maximizing 

long-term shareholder value and are 

committed to leadership in corporate 

governance. 

8.7% return on common shareholders’ equity in 20031 • leading corporate governance practices 

TDBFG is a widely held public company with thousands of 
shareholders. We are committed to providing all the relevant 
information about TDBFG to our shareholders in a clear, 
transparent, and balanced manner. We never forget that the 
shareholders are the owners of TDBFG and that we are 
responsible to them. 

The Board of Directors and the management of TDBFG 
are focused on maximizing long-term shareholder value 
with the right strategies for sustainable future growth. 
We  have approached each business with a philosophy of 
ensuring that it can continue to perform even during 
difficult conditions and excel when the climate is favourable. 
We  also work constantly to meet new requirements and 
evolving best practices in corporate governance, while 
ensuring our activities are clearly communicated to share
holders. Steps were taken in 2003 to further enhance our 
governance practices, including separating the roles of 
Chairman and CEO and creating a separate board-level 
committee focused on risk issues. 

This section provides a few highlights of our financial per
formance and corporate governance initiatives during 2003. 
For a more detailed discussion, please refer to our 2003 
Annual Report and our Management Proxy Circular for the 
Annual Meeting to be held on March 25, 2004. 

Building Shareholder Value 
On the heels of a difficult year in 2002, our focus last year 
was repositioning the Bank for renewed and more stable 
and sustainable earnings. We are pleased with our progress 
and with achieving a year of solid financial performance 
(see table at right). 

1 On a reported basis and 13.0% on an operating cash basis. 
Operating cash basis measures are explained in the Management’s 
Discussion and Analysis on page 10 of TDBFG’s 2003 Annual Report 
(visit www.td.com/ar2003). 

Our success in 2003 is attributable to the underlying 
strength of our three core businesses – Personal and 
Commercial Banking, Wealth Management, and Wholesale 
Banking – and the ability of our employees. Our entire 
management team is united in pursuit of building long-term 
shareholder value through growth in each of our three busi
nesses. We remain focused on deriving more of our earnings 
from our retail businesses and are on track to reach our goal 
of 80% of total earnings from retail, with the balance com
ing from a disciplined approach to our wholesale business. 

More info: td.com/ar2003 2003 Annual Report 

Financial Highlights 

(On a reported basis, at fiscal year end October 31)
 

($ millions) 2003 2002 2001
 

Net income (loss) $ 1,076 $ (67) $ 1,392 
Total assets $273,532 $278,040 $287,838 
Shareholders’ equity $ 13,111 $ 13,041 $ 13,404 
Market capitalization $ 28,784 $ 18,942 $ 22,587 

(values as indicated) 

Dividends 
($ per common share) 1.16 1.12 1.09 

Return on common 
shareholders’ equity 8.7% (1.3)% 11.3% 

Price earnings ratio 29.2 – 17.5 

Left: Our 2003 Annual Report was 
expanded significantly to provide 
enhanced disclosure to shareholders. 

www.td.com/ar2003
http://td.com/ar2003
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Average of four other major 

Canadian banks 38% 13% 15% 

TD Bank 53% 4% 16% 

Total Shareholder 
Return 
(percent) 

The total shareholder return represents the annual total return earned 
on an investment in the Bank’s shares made at the beginning of a one-, 
three- or five-year period. The return includes the change in the market 
price plus dividends paid as a percentage of the prior one-, three- or 
five-year periods’ closing market price per common share. 

Committed to 
Strong Corporate Governance 
Corporate governance has been the subject of intense inter
est and debate over the last few years. Shareholders can be 
assured that all of TDBFG’s policies and practices in this area 
meet or exceed legal requirements. We are also monitoring 
all of the proposed new rules and will be adopting new poli
cies and practices to meet these additional requirements. 

The Board of Directors acts as the voice of the shareholder 
and ensures that management is held accountable. It is 
responsible for overseeing our management and business 
affairs and makes all major policy decisions for TDBFG. The 
Board operates under a written charter describing in plain 
language its key responsibilities and through Committees to 
which it delegates responsibilities. 

Shareholders 

elect 

appoint 
Shareholders’
 

Auditors
 

report 

Corporate 
Governance 
Committee 

Management 
Resources 

Committee 

Audit 
Committee 

Risk Risk
Committee Committee

Board of 
Directors 

appoint appoint

appoint 

Management 

Our approach to corporate governance is founded on 
several cornerstones: 
• Having a large majority of independent Board members;
• Ensuring that all committee members are non-manage

ment so that the important functions of the Committees
are impartial;

• Frequently conducting meetings of the Board and
Committees without management present to facilitate
open and candid discussion;

• Having a stock ownership requirement for members of the
Board and executive officers so that everyone has a vested
interest in the long-term performance of the Bank;

• Seeking and obtaining shareholder approval for option
plans to ensure fairness and transparency;

• Maintaining the concept of pay-for-performance; and
• Retaining outside advisors to review and assess our com

pensation practices.

We made several enhancements to our corporate gover
nance practices in 2003, such as: 
• Separating the roles of Chairman of the Board and Chief

Executive Officer;
• Splitting the Audit and Risk Management Committee into

two separate committees in recognition of the scope of
the Committees’ responsibilities;

• Strengthening governance of risk management processes
and reporting; and

• Introducing a number of changes to the executive
compensation to further align the interests of the
executives with overall Bank strategy and the interests
of shareholders, including:
– Reducing the use of stock options as a component of

compensation in favour of performance-based restricted
share units;

– Increasing executive share ownership requirements; and
– Reducing the use of annual cash incentive payments

in favour of long-term equity awards to further align
executive interests with long-term shareholder value.

Canadian Business magazine ranked our Board 
of Directors sixth in Canada in 2003 for its 
corporate governance practices, up from 21st 
in 2002. 

Committees of the Board of Directors 
We have four committees of the Board of Directors: 
Corporate Governance Committee, Management Resources 
Committee, Risk Committee, and Audit Committee. Each 
operates under a written charter that sets out the require
ments regarding committee composition and responsibilities. 
The committees review their charters each year to ensure 
they meet or exceed the regulatory obligations as well as the 
obligations to shareholders, and also evaluate themselves 
to ensure that they are operating effectively. All committee 
members are directors who are not current or former 
executives of TDBFG. Committees can meet independently 
of management at any time. 

More info: td.com/governance Corporate governance 

http://td.com/governance
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Aligning Executive Compensation 
with Performance 
Our Management Proxy Circular provides full information on 
the annual compensation provided to specified executives, 
including salary, bonus, and equity compensation. Our exec
utive compensation approach is founded upon the principle 
that the long-term interests of shareholders and executives 
should be aligned in good times and bad. In December 
2003, TDBFG announced significant corporate governance 
enhancements to the long-term equity portions of executive 
compensation, including a reduction in the use and the term 
of stock options and increased share ownership require
ments. These changes, effective immediately for the Senior 
Executive Team consisting of the Bank’s top executives, were 
the result of consultations with institutional shareholders. 

Managing Risk Responsibly 
Managing risk is essential to protecting, enhancing, and cre
ating shareholder value; operating efficiently; and providing 
a safe and healthy environment for staff, customers, and 
other stakeholders. To do this we need to understand the 
risks involved in our businesses and ensure they are assessed 
and managed responsibly within prudent limits. 

To effectively manage risk, we first consider the different 
kinds of risk to which we are exposed (see diagram at right). 
TDBFG has a comprehensive, dynamic enterprise-wide risk 
management framework to ensure effective decision-mak
ing, prioritization, and resource allocation regarding risk. 
This framework incorporates the experience and specialized 
knowledge of our business units, Group Risk Management, 
Audit, Legal, Compliance, Finance, Human Resources, and 
other corporate functions and includes governance and 
senior management oversight. 

The Risk Committee of the Board approves risk manage
ment policies and is actively involved in monitoring the 
Bank’s risk profile, risk trends, and the management of all 
risks. The Executive of the Bank oversees the implementation 
of these policies throughout the organization and, through 
the clear communication of strategic goals and individual 
mandates, ensures that a strong control culture is in place 
and that policies are followed. 

Strategic Risk 

Credit 
Risk 

Market 
Risk 

Operational 
Risk 

Liquidity 
Risk 

Investment 
Risk 

Regulatory 
Risk 

Reputational Risk 

Business Environment Risk 

The Chief Risk Officer of the Bank is responsible for 
ensuring that processes exist throughout the Bank to identify 
risks and that information about risks is aggregated and 
communicated to the Executive and the Board, including 
independent reports from Internal Audit who perform 
comprehensive reviews to assess the quality of the internal 
control environment and compliance with risk management 
policies and procedures. 

Managing risk responsibly requires us to consider any 
social, environmental, and ethical risks that could affect 
TDBFG. For example, we have processes in place to protect 
against environmental risk in lending situations (see page 
24), and all employees are bound by our Guidelines of 
Conduct and General Regulations, which articulate the fun
damental principles and behaviour expected of employees to 
uphold the highest standard of ethical business and personal 
conduct at all times. TDBFG has many initiatives focusing on 
social, environmental, and ethical matters, many of which 
are discussed in this Report, to help protect TDBFG from 
these risks. We continue to build on our evaluation and 
management of these risks, both in our own operations and 
in our business dealings with third parties. 

More detailed information on our risk management 
practices can be found in the Management’s Discussion and 
Analysis in our 2003 Annual Report (pages 33–41). 

“The continued strengthening of our strong corporate governance 
principles is fundamental to my role as Chairman of the Board. As a 
shareholder myself, I recognize the importance of this subject to TDBFG’s 
shareholders and would like to reiterate the Board’s commitment to 
ongoing reviews of our corporate governance principles and practices. 
The Board will maintain a watchful eye on governance developments 
as the regulatory and business climates continue to evolve and adopt 
measures as appropriate to ensure that we continue to build on our 
history of leadership in corporate governance.” 

John M. Thompson, Chairman of the Board 
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additional information
 
Report Scope 
This Corporate Responsibility Report 2003 (formerly called our 
Accountability Report) is published annually in March and details 
our yearly community, social, economic, and environmental 
performance, as well as our ongoing activities and commitments 
in these areas. It complements our 2003 Annual Report, 
produced for our shareholders and providing an account of 
our financial performance. 

All federally regulated financial institutions in Canada with 
equity greater than $1 billion are required to produce annual 
public accountability statements describing their contributions 
to the Canadian economy and society, including taxes paid, 
charitable donations, and small business financing activities. 
This Report is being filed as the public accountability statement 
required for The Toronto-Dominion Bank and includes the 
relevant activities of the following prescribed affiliates of The 
Toronto-Dominion Bank: 

Commercial Mortgage 
Operations Company 
of Canada
 

CT Financial Assurance 
Company
 

Primmum Insurance Company 
Security National Insurance 

Company
 
TD Capital Group Inc. 
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.
 
Cotyledon Capital Inc. 
SCC Canada Inc. 

(Percentages indicate TD Bank’s ownership interest) 

Public Accountability Statements 
for Other Declarants Within TDBFG 
This section provides the public accountability statements for TD 
Mortgage Corporation, Canada Trustco Mortgage Corporation, 
and The Canada Trust Company (the “Declarants”) and covers 
the Declarants’ respective 2003 fiscal years (November 1, 
2002–October 31, 2003, in the case of TD Mortgage 
Corporation and January 1, 2003–to December 31, 2003, in the 
case of Canada Trustco Mortgage Corporation and The Canada 
Trust Company). The Declarants are subsidiaries of The Toronto-
Dominion Bank and among the financial institutions within 
TD Bank Financial Group. 

For information on and examples of the Declarants’ 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 finan
cial services for low-income individuals, senior citizens, and dis
abled persons); 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 
Toronto-Dominion Bank, which is hereby incorporated by refer
ence. As members of TDBFG, the Declarants did not separately 
undertake or participate in the foregoing or previous, as all such 
activities and donations are carried on by The Toronto-Dominion 
Bank on behalf of other members of TDBFG, including the 
Declarants. The Declarants have no employees; all employees in 

Canada in TDBFG are employees of The Toronto-Dominion Bank. 
The Declarants did not open or close any branches for their 
operations separate from those disclosed in the foregoing public 
accountability statement for The Toronto-Dominion Bank. All 
money authorized to be made available by way of debt financ
ing to firms in Canada was made by The Toronto-Dominion 
Bank; none was authorized by the Declarants. The affiliates of 
the Declarants are listed in and covered by the foregoing public 
accountability statement for The Toronto-Dominion Bank, which 
list is hereby incorporated by reference. 

Facility Openings, Relocations, 
and Closings 

Facilities Opened in 2003 
(Nov. 1, 2002–Oct. 31, 2003) 

Branches 

Ontario 
Barrie: 624 Yonge St. 
Brampton: 5 Worthington Ave. 
Hamilton: 1565 Upper James St. 
Newmarket: 18154 Yonge St. 
Ottawa: 5219 Mitch Owens Rd. 
Richmond Hill: 8889 Yonge St. 
Whitby: 110 Taunton Rd. W. 

In-Store Locations 

British Columbia 
Prince George: 6565 Southridge Ave. 

Alberta 
Calgary: 201 Southridge Dr. 

Block 500; 4705 130th Ave. 
Edmonton: 13703 40th Street NW 

Manitoba 
Winnipeg: 2370 McPhillips St. 

Ontario 
London: 1280 Fanshawe Park Rd. W.
 
Midland: 16845 Hwy 12
 
Sault Ste.Marie: 


446 Great Northern Rd. 

Quebec 
Victoriaville: 110 Route 116 West 

Nova Scotia 
New Minas: 9097 Commercial St. 

Automated Banking Machines 

British Columbia 
Vancouver: U.B.C., 

6138 Student Union Blvd. 

Alberta 
Calgary: Dominion Place Bldg. 

906 12 Ave. SW 
Edmonton: Edmonton Centre Mall, 

148 Edmonton Ctr., 2nd Fl. 

Manitoba 
Winnipeg: Seven Oaks Hospital, 

2300 McPhillips St. 

Ontario 
Brampton: Food Basics, 

1 Bartley Square 
Fenelon Falls: Daisy Mart 

Convenience, 49 Colbloun St. 

Mississauga: Creekside Bldg. #4, 
1875 Buckhorn Gate 

Petawawa: Moncion Grocer, 
3025 Petawawa Blvd. 

Toronto: Walmer Mini Mart, 
362 Bloor St. W. 

Nova Scotia 
New Glasgow: Highland Square 

Mall, 689 Westville Rd. 
Upper Tantallon: Wilson Fuels, 

10 Westwood Blvd. 

New Brunswick 
Atholville: Wal-Mart, 4 Jagoe St. 
Miramichi: Northumberland 

Square, 2441 King George Hwy, 
Ste. 1 

Prince Edward Island 
Parkdale: Shops of St. Avards, 

11 St. Peter’s Rd. 

Facilities Relocated in 2003 
(Nov. 1, 2002–Oct. 31, 2003) 

Branches 

British Columbia 
Surrey: 10320 152nd St. 

site relocated to 15190 101st Ave. 

Alberta 
Grande Prairie: 10139 100th Ave. 

site relocated to 
10704 West Side Dr. 

Sherwood Park: #30 2020 
Sherwood Dr. site relocated to 
#800 2022 Sherwood Dr. 

Manitoba 
Winnipeg: 473 River Ave. 

site relocated to 120 Osborne St. 

Ontario 
Fort Erie: 151 Gilmore Rd. 

site relocated to 450 Garrison Rd. 
Kanata: 300 Eagleson Rd. 

site relocated to #28 457 
Hazeldean Rd. 

Mississauga: 2690 Erin Centre Blvd. 
site relocated to 2955 Eglinton 
Ave. W. 

Port Colborne: 136 Clarence St. 
site relocated to 148 Clarence St. 

Waterloo: 20 Erb St. 
site relocated to 15 King St. S. 
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Quebec 
Montreal: 8101 Pie-IX Blvd. 

site relocated to 8940 Viau Blvd. 
St. Leonard: 5361 Jean-Talon St. E. 

site relocated to 
5070 Jean-Talon St. E. 

Automated Banking Machines 
(ABMs) 

Ontario 
Toronto: Eaton Centre, 1 Dundas 

St. W. (4 ABMs) 

Facilities Closed in 2003 
(Nov. 1, 2002–Oct. 31, 2003) 
The following facilities were closed 
as a result of (i) the integration of 
TD Bank and Canada Trust and (ii) 
the consolidation of our in-store 
locations at Sobeys and Wal-Mart 
retail outlets. Closures resulting 
from the integration involved loca
tions that were in close geographic 
proximity of another branch.  

Agency Locations 

Alberta 
Big Valley: 32 1st Ave. 
Fahler: 530 Main Street SE 
Killam: 5026 50th St. 

(Killam Agency) 
Pincher Creek: 1165 Main St. 

(Pincher Creek Agency) 
Smokey Lake: 45 White Ear Street 

(Smokey Lake) 
Taber: 5325 48th Ave. 

(Taber Agency) 
Vilna: 51404 50th Ave. 

(Vilna Agency) 

Saskatchewan 
Broadview: 518 Main Street 

(Broadview Agency) 
Vanguard: 178 Dominion St. 

(Vanguard Agency C/O COOP 
Box 220) 

Manitoba 
Benito: 107 Main St. 

(Benito Agency c/o Pharmasave) 
Minitonas: 267 2nd Ave. 

(Minitonas Agency) 
Newdale: 130 Main Street 

(Newdale Agency) 
Rossburn: 9 Main Street N. 

(Rossburn Agency) 

In-Store Locations 

At Sobeys 
Nova Scotia 
Amherst: 142 South Albion St. 
Bedford: 961 Bedford Hwy 
Dartmouth: 100 Main St.; 

612 #7 Hwy 
Halifax: 287 Lacewood Dr.; 

279 Herring Cove Rd. 
Tantallon: 4 Westwood Blvd. 

New Brunswick 
Fredericton: 463 Brookside Dr. 
Moncton: 1380 Mountain Rd. 
Riverview: 535 Coverdale Rd. 

Prince Edward Island 
Charlottetown: 679 University Ave. 

At Wal-Mart 
Yukon Territories 
Whitehorse: 9021 Quartz Rd. 

British Columbia 
Abbotsford: 1812 Veddar Way
 
Burnaby: 9855 Austin Ave.
 
Courtenay: 3199 Cliffe Ave.
 
Cranbrook: 2100 Willowbrook Dr.
 
Kamloops: 1055 Hillside Dr.
 
Langford: 860 Attree Ave.
 
Langley: 20202 66th Ave.
 
Nanaimo: 6801 Island Highway N.
 
Prince George: 6565 Southridge Ave.
 
Vernon: 2200 58th Ave.
 

Alberta 
Calgary: 4705 130th Ave. SE; 

310 Shawville Blvd. 
Camrose: 6800 48th Ave. 
Cold Lake: 4702 43rd Ave. 
Edmonton: 9717 21st Ave.; 

13703 40th St. NW 
Fort McMurray: 2 Hospital St. 
Grand Prairie: 11050 103 Ave. 
Leduc: 5302 Discovery Way 
Lethbridge: 3700 Mayor Magrath Dr. S. 
Lloydminster: 4210 70th Ave. 
Medicine Hat: 1820 Strachan Rd. SE 
Okotoks: 201 Southridge Dr., 

Block 500 
Red Deer: 6375 50th Ave.; 

2010-50th Ave. 
St. Albert: 700 St. Albert Trail 
Sherwood Park: 239 Wye Rd. 
Spruce Grove: 90 Campsite Rd. 

Saskatchewan 
Moose Jaw: 551 Thatcher Dr. E. 
North Battleford: 601 Carlton Trail 
Prince Albert: 800 15th St. E. 
Regina: 3939 Rochdale Blvd.; 

2150 Prince of Wales Dr. 
Saskatoon: 300 Confederation Dr. 
Yorkton: 240 Hamilton Rd. 

Manitoba 
Brandon: 1449 18th St. S. 
Winnipeg: 1576 Regent Ave. W.; 

1001 Empress St.; 
1665 Kenaston Blvd.; 
2370 McPhillips St.; 
3655 Portage Ave. 

Ontario 
Ajax: 270 Kingston Rd. E.
 
Barrhaven: 3651 Strandherd Dr.
 
Barrie: 450 Bayfield St.
 
Belleville: 274 Cloverleaf Drive
 
Brampton: 30 Coventry Rd.
 
Burlington: 457 Brant St.
 
Cambridge: 22 Pinebush Rd.
 
Cobourg: 73 Strathy Rd.
 
Concord: 101 Edgely Blvd.
 
Cornwall: 950 Brookdale Ave.
 
Etobicoke: 165 North Queen St. 

Grimsby: 64 Main St. W.
 
Kanata: 500 Earl Grey Dr.
 
Kapuskasing: 350 Government Rd.
 
Leamington: 304 Erie St.
 
London: 1280 Fanshawe Park Rd. W.;
 

330 Clarke Rd.; 
1105 Wellington Rd. S. 

Markham: 5000 Hwy #7 
Midland: 16845 Hwy 12 
Mississauga: 100 City Centre Dr.; 

3155 Argentia Rd. 

Newmarket: 17940 Yonge St.
 
Niagara Falls: 7190 Morrison St.
 
North Bay: 1500 Fisher St.
 
Oakville: 234 Hays Blvd.
 
Orillia: 8000 Provincial Hwy 12
 
Oshawa: 1471 Harmony Rd.
 
Owen Sound: 1555 18th Ave. E.
 
Pembroke: 1108 Pembroke St. E.
 
Pickering: 1899 Brock Rd. N.
 
Richmond Hill: 1070 Major 


Mackenzie Dr. 
St. Catharines: 420 Vansickle Rd. 
St. Thomas: 1063 Talbot St. 
Sarnia: 1380 London Rd. 
Sault Ste. Marie: 

446 Great Northern Rd. 
Scarborough: 300 Borough Dr.; 

800 Warden Ave. 
Stoney Creek: 75 Centennial 

Pkwy. N. 
Toronto: 900 Dufferin St. 
Trenton: 470 Second Dughill Rd. 
Windsor: 3120 Dougall Ave.; 

3950 Dougall Ave. 
Woodstock: 499 Norwich Ave. 

Quebec 
Beauport: 224 Joseph-Casavant Ave.
 
Chicoutimi: 1451 Talbot Blvd.
 
Drummondville: 355 St. Joseph Blvd.
 
Gatineau: 640 Maloney Blvd. W.
 
Hull: 35 Blvd. De Plateau
 
Jonquière: 2420 René-Lévesque Blvd.
 
Lasalle: 6797 Blvd. Newman
 
Lévis: 5303 Louis H. Lafontaine Rd.
 
Mascouche: 155 Montee Masson
 
Montreal: 700 Desserte W.; 


6140 Henri Bourassa Blvd. E.; 
5400 Jean Talon Rd. W. 

Quebec City: 1700 Boulevard 
Lebourgneuf 

Quesnel: 890 Rita Rd. 
Rimouski: 4905 Montee Industrielle 
Rosemère: 401 Boulevard Labelle 
St. Bruno: 1475 St. Bruno Blvd. 
St. Constant: 500 Voie De Desserte 

Route 132 E. 
Ste Foy: 1470 Rue Jules Verne 
Saint Luc: 100 Rue Omer-Marcil 
Val-d’Or: 1855 Third Ave. W. 
Valleyfield: 2050 Blvd. Monseigneur 

Langlois 
Victoriaville: 110 Route 116 W. 

Newfoundland and Labrador 
Corner Brook: 16 Murphy Square 
Mount Pearl: 60 Merchant Dr. 
St. John’s: 90 Aberdeen Ave. 

Nova Scotia 
Dartmouth: 535 Portland St.
 
Halifax: 6990 Mumford Rd.
 
New Minas: 9097 Commercial St.
 
Truro: 140 Wade Rd.
 

New Brunswick 
Fredericton: 1399 Regent St.
 
Moncton: 25 Plaza Blvd.
 
Saint John: 450 Westmorland Rd.
 

Prince Edward Island 
Charlottetown: 582 North River Rd. 
Summerside: 511 Granville St. 

Branches 

British Columbia 
Prince George: 299 Victoria St.
 
Vancouver: 499 Granville St.
 
Victoria: 1125 Douglas St.
 
West Vancouver: 1031 Park Royal S.
 

Alberta 
Calgary: 816 49th Ave. SW 
Grande Prairie: 9701 84th Ave. 

Ontario 
Amherstburg: 58 Richmond St. 
Brampton: 164 Sandalwood 

Parkway E.; 58 Quarry Edge Dr. 
Fort Erie: 70 Jarvis St. 
Ingersoll: 64 Charles St. W. 
Kanata: 417 Hazeldean Rd. 
Kitchener: 851 Fischer-Hallman Rd. 
London: 851 Wonderland Rd. S.; 

1251 Huron St.; 

520 Sarnia Rd.; 

1240 Commissioners Rd. W.
 

North York: 280 Sheppard Ave. E. 
Port Colborne: 136 Clarence St. 
Scarborough: 2941 Lawrence Ave. E.; 

3100 St. Clair Ave. E. 
Simcoe: 12 Colborne St. N.; 

2 Norfolk St. S. 
Stouffville: 6212 Main St.; 

5892 Main St. 
Toronto: 2169 Queen St. E.; 

50 Firwood Cres.; 
20 Eglinton Ave. W. 

Wallaceburg: 827 Dufferin 
Waterloo: 8 Erb St. W. 

Automated Banking Machines 

British Columbia 
Burnaby: Stop n Go, 

4161 Hastings St., #105 
Rutland: Shell, 1155 33 Hwy W. 
Vancouver: Hasty Market, 

1502 2nd Ave. W. 

Alberta 
Calgary: Thorncliffe Br., 

521 54 Ave. NW 

Ontario 
Brampton: Sandalwood Plaza, 

230 Sandalwood Pkwy.; 
Bartley Square, 1 Bartley Bull Pkwy. 

Brantford: Wal-Mart, 
300 King George Rd. 

Brockville: 48 King St. 
Ingersoll: Hurley’s YIG, 

111 Charles St. E. 
Oshawa: Five Points Kiosk, 

285 Taunton Rd. 
Ottawa: Ottawa General Hospital, 

501 Smyth Rd. 
Petawawa: Loeb, 20 Wolfe Ave. 
Toronto: 2263 Yonge St. 
Waterloo: 160 University; 

Waterloo Square, 75 King St. S. 

Nova Scotia 
Bedford: Sobeys, 961 Bedford Hwy 
Dartmouth: CGT Superstore, 

650 Portland St. 
Halifax: Sobeys, 2651 Windsor St. 
Truro: Irving Oil, 1 Robie St. 
Upper Tantallon: Sobeys, 

4 Westwood Blvd. 
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Report Profile 
Information in this Report was compiled from different areas 
of TDBFG, including Human Resources, Government and 
Community Relations, Legal, Retail and Corporate Real Estate, 
Compliance, and Regional Offices. Each area has relevant poli
cies and practices in place for governing operations and, where 
applicable, data collection systems for measuring activities such 
as charitable donations, debt financing, taxes paid, employment, 
and so on. Over 100 content providers as well as management 
across the organization reviewed all or sections of this Report 
as a means of providing assurance to its accuracy, reliability, 
and completeness. 

In preparing this Report, we were guided by the following: 
•  International standards: TDBFG has been closely examining 

various domestic and international standards for reporting 
on Corporate Social Responsibility (CSR). These standards 
have been used where we believe they are relevant to our 
stakeholders. In particular, the “Sustainability Reporting 
Guidelines” of the Global Reporting Initiative (GRI) were used 
as a general reference. The GRI Guidelines present voluntary 
reporting principles and advice, including over 90 perform
ance indicators, to assist companies in the preparation of 
CSR reports. 

•  Public Accountability Statement Regulations: As indicated 
previously, this Report includes content to satisfy federal 
disclosure requirements. 

TDBFG Debt Financing to Businesses in Canada 

•  Stakeholder input and expectations: TDBFG believes that 
stakeholder views are integral to meaningful reporting and 
must be considered during report development. We regularly 
conduct research to determine the needs, interests, and 
expectations of our stakeholders and have tried to provide 
information in this Report that is pertinent to these groups 
based on what they have told us. 
We also conducted consultations in 2003 to solicit feedback 

on our 2002 Report. An external firm specializing in Corporate 
Social Responsibility, Stakeholder Research Associates Canada, 
was asked to evaluate it against other reports and international 
best practices. Specifically, they recommended broadening 
the scope of information included in the Report, providing a 
more detailed discussion of vision and links between activities, 
using more performance metrics and goals, and demonstrating 
how TDBFG incorporates stakeholder input into its operations 
and reporting. 

A group of employees representing different areas were 
surveyed through a questionnaire process. Their suggestions 
included providing more details on the Bank’s challenges and 
areas for improvement, letting people know where more infor
mation can be found about initiatives discussed in the Report, 
providing more stories from people who have been affected by 
the Bank’s generosity, adding more summary charts instead of 
text, and offering more information on community activities. 
We have tried to incorporate all recommendations and believe 
this year’s Report is stronger as a result. 

The following charts represent all monies authorized by TD Bank during 
its 2003 fiscal year by way of debt financing to firms in Canada, and the 
number of firms to whom it was authorized. 

Total Amount Authorized to Firms in Canada 

(thousands of dollars) 

$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 
or more Total 

Province/Territory 
British Columbia 281,489 292,294 400,365 354,645 365,977 1,107,398 3,685,250 6,487,418 
Alberta 274,390 502,639 656,445 552,399 555,969 1,370,403 4,052,758 7,965,003 
Saskatchewan 49,033 113,717 170,028 130,677 106,263 169,695 589,307 1,328,720 
Manitoba 48,108 90,229 129,098 128,488 121,816 403,350 1,907,375 2,828,464 
Ontario 1,209,456 1,406,835 1,960,213 1,966,187 2,125,025 5,988,858 118,146,847 132,803,421 
Quebec 107,764 148,672 275,386 298,177 355,364 1,058,774 2,051,594 4,295,731 
Newfoundland and Labrador 6,394 13,966 24,477 13,860 14,767 30,147 17,969 121,579 
New Brunswick 22,482 30,021 29,577 27,528 21,407 27,960 112,548 271,523 
Nova Scotia 35,146 43,588 46,597 52,599 49,003 96,140 603,342 926,415 
Prince Edward Island 4,858 8,224 13,464 12,209 14,724 28,788 40,947 123,214 
Territories 7,610 5,225 9,605 4,945 10,443 15,140 – 52,968 

Total 2,046,730 2,655,410 3,715,255 3,541,714 3,740,758 10,296,653 131,207,937 157,204,457 

Number of Firms in Canada to Whom Debt Financing was Authorized 

$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 
or more Total 

Province/Territory 
British Columbia 21,920 5,440 2,304 897 416 388 109 31,474 
Alberta 20,432 8,937 3,683 1,328 623 531 167 35,701 
Saskatchewan 3,132 1,799 845 263 107 62 16 6,224 
Manitoba 3,231 1,513 746 274 134 140 66 6,104 
Ontario 93,143 25,408 11,232 4,804 2,557 2,276 1,562 140,982 
Quebec 7,406 2,566 1,593 752 393 389 125 13,224 
Newfoundland and Labrador 646 262 132 32 19 13 ‡ 1,104 
New Brunswick 1,538 514 180 71 28 11 6 2,348 
Nova Scotia 2,076 800 281 129 56 38 22 3,402 
Prince Edward Island 310 147 80 28 14 11 ‡ 590 
Territories 279 86 51 14 10 6 – 446 

Total  154,113 47,472 21,127 8,592 4,357 3,865 2,073 241,599 

‡ Indicates that data have not been reported to protect the privacy 
of individual borrowers, who might otherwise be identifiable. 

Information for the Yukon, Northwest Territories, and Nunavut has 
been consolidated for the same reason in both debt financing charts. 
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TDBFG Stakeholders 
Running a profitable enterprise is the principal goal of any 
business, but at TDBFG we believe it is essential also to operate 
in ways that balance and integrate the needs of all our stake
holders and yield broader benefits for society – both in the short 
and long term. We interact with our stakeholders in many ways 
– including through one-on-one dialogue, written communica
tions, and surveying, among other methods – which allow us to 
understand their needs and interests. 

Stakeholder: Comprises: Our Focus: 

All Canadians • Governments 
• Consumers 
• Business owners 
• Suppliers 

Contributing to long-term national and 
community economic development. 

Communities • Charities 
• Not-for-profit organizations 
• Community partners and members 

Helping to build a brighter future for our communities, 
especially children and youth, by giving back through 
donations and employee volunteerism. 

Environment • Organizations dedicated to environmental issues 
• All Canadians 
• The environment 

Contributing to the welfare of our planet through 
responsible business practices and financial support to 
organizations focused on environmental protection. 

Customers • Retail 
• Wholesale 
• Business 
• Governments 
• Not-for-profit organizations 

Delivering satisfaction by providing an exceptional service 
experience and a product range that let customers meet 
present and future financial needs. 

Employees • Employees within Canada and abroad, across all affiliates Contributing to satisfaction with meaningful jobs and 
flexible, supportive programs that allow employees to thrive 
professionally and personally today and to plan for the 
possibilities that lie ahead. 

Shareholders • Retail 
• Institutional 

Maximizing long-term shareholder value with the right 
business strategies and leadership in corporate governance. 

How to Contact Us 
For information about TDBFG’s Corporate 
Responsibility Report, to provide feedback, 
or to request additional copies, please contact: 

TDBFG Corporate Responsibility Report 
Government and Community Relations 
TD Bank Financial Group 
TD Tower 
55 King Street West, 17th Floor 
Toronto ON M5K 1A2 
Email: crreport@td.com 
T:  (416) 308-6371 
F: (416) 308-6426 

An online version of this Report is available at www.td.com/crr 

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 ON M5K 1A2 
(416) 982-8222 
www.td.com 

Corporate and Public Affairs 
(416) 982-8578 

mailto:crreport@td.com
http://www.td.com
http://www.td.com/crr


About TD Bank Financial Group 
Headquartered in Toronto, Canada, with offices around the 
world, The Toronto-Dominion Bank and its subsidiaries are 
collectively known as TD Bank Financial Group (“TDBFG”). 
TDBFG offers a full range of financial products and services 
to approximately 13 million customers worldwide through 
three key business lines: 
• Personal and Commercial Banking, including TD Canada Trust
• Wealth Management, including the global operations of

TD Waterhouse
• Wholesale Banking, including TD Securities

On October 31, 2003, TD was the third largest bank in
Canada in terms of market capitalization. TDBFG also ranks 
among the world’s leading online financial services firms, 
with more than 4.5 million online customers. The 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. The 
Toronto-Dominion Bank is a widely held public company. 
Our common stock is listed on the Toronto Stock Exchange 
and on the New York Stock Exchange under the symbol “TD,” 
as well as on the Tokyo Stock Exchange. 

Personal and Commercial Banking 
Brands: TD Canada Trust, TD Insurance, TD Meloche Monnex 
Personal and Commercial Banking is a leader in Canada with 
approximately 10 million personal, small business, insurance, 
and commercial customers. Under the TD Canada Trust brand, 
the retail operations provide a full range of financial products 
and services to our personal and small business customers. 
TD Commercial Banking provides lending, deposit, savings, 
and investment products to Canadian businesses, plus a full 
range of day-to-day banking, cash management, trade, and 
treasury services.  

Wealth Management 
Brands: TD Waterhouse, TD Asset Management 
Wealth Management offers investors a wide array of investment 
products and services. It is one of Canada’s largest asset 
managers, advisors, and distributors of investment products, 
providing mutual funds, pooled funds, segregated account 
management, full-service brokerage services, and self-directed 
investing to retail, mass affluent, and private client segments. 
In addition, investment management services are provided to 
pension funds, corporations, institutions, endowments, and 
foundations. TD Waterhouse discount brokerage serves cus
tomers in Canada, the United States, and the United Kingdom. 
Wealth Management has assets under management of 
$113 billion and assets under administration of $267 billion. 
TD Mutual Funds offers 62 retail mutual funds and 30 managed 
portfolios for Canadian investors. 

Wholesale Banking 
Brand: TD Securities 
Wholesale Banking serves a diverse base of corporate, govern
ment, and institutional clients in key financial markets around 
the world, including Toronto, Montreal, Calgary, Vancouver, 
New York, London, Singapore, Hong Kong, Sydney, and 
Melbourne. Under the TD Securities brand, Wholesale Banking 
provides a full range of capital markets and investment banking 
products and services that include: advice on corporate strategy 
and mergers and acquisitions; underwriting and distributing 
loan, debt, and equity products; structuring tailored risk 
management solutions; and executing financial transactions. 

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. 

* Visa International Service Association/TD Canada Trust, licensed user of the mark.
™ Trade-mark of Canada Trustco Mortgage Company 

Trade-mark of The Toronto-Dominion Bank 
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