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Welcome to TD Bank Financial Group’s
Corporate Responsibility Report 2004
This is our third annual publication offering information about our community, economic, social,
and environmental performance and commitments. It is designed for our major stakeholders:
customers, employees, shareholders, and communities, the latter including community partners,
the environment, and Canadians overall. This Report complements our 2004 Annual Report to
shareholders, which details our financial performance and corporate governance practices. Both
reports should be read for a full account of our operations and profile.
YOUR OPINION COUNTS

Give us your feedback on this Report. Email us at crreport@td.com.

This Corporate Responsibility Report 2004 is being filed as the public accountability statement required for The Toronto-Dominion Bank (“TD Bank,” or the “Bank”) and its prescribed affiliates listed
on page 58. In addition, this is the public accountability statement for the following subsidiary of TD Bank: TD Mortgage Corporation. Refer to pages 58 to 59 for more information on Report scope
and profile.
This Report reflects activities undertaken during our 2004 fiscal year (November 1, 2003–October 31, 2004). Unless noted otherwise, references to “2004” mean our 2004 fiscal year, and all numbers
refer to the Canadian operations of TD Bank Financial Group (“TDBFG”) and include all businesses and affiliates (including the prescribed affiliates) that operate under TDBFG. 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.

Imagine is Canada’s national program to promote support for the community. TDBFG is a member and is recognized as an “Imagine Caring Company,” which means we are committed to giving
a minimum of 1% of our pre-tax domestic profit to charity.

TO ALL CANADIANS page 6

$97.1

billion
in financing to support
economic development

TO OUR CUSTOMERS page 36

#1

for branch hours of service
and Internet banking

TO OUR COMMUNITIES page 14

$24.7

million
donated to charities

TO OUR EMPLOYEES page 46

$50

million
invested in employee
learning
ADDITIONAL INFORMATION page 58 (All figures above are for fiscal 2004)

TO OUR ENVIRONMENT page 28

1,000+

community environmental
projects funded

TO OUR SHAREHOLDERS page 56

18.5%

return
on total common equity
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T h e f u t u re m a t t e r s t o T D B a n k F i n a n c i a l G ro u p

OUR VISION:
TO BE THE BETTER BANK
OUR GUIDING PRINCIPLES:
BE CUSTOMER DRIVEN • RESPECT EACH OTHER • EXECUTE
WITH EXCELLENCE • KNOW OUR BUSINESS • ENHANCE OUR
BRAND • INCREASE SHAREHOLDER VALUE

The future matters

to TD Bank Financial Group
In 2005 we’re celebrating a significant milestone at
TD Bank Financial Group (“TDBFG”): our 150th anniversary.
Since 1855 we’ve been privileged to serve generations of
Canadians and to contribute to the development of Canada
– our home – well before it even became a country.
This is the third year we’ve produced our Corporate Responsibility
Report, which sheds light on how we’ve performed over the
past year in areas that matter to our stakeholders – beyond just
financial results. All companies must generate a profit to survive,
but there’s a lot more to our business than that. There are the
social, community, and environmental dimensions of our operations. You can read about them in this Report as well as see the
human side of TDBFG – the dedicated employees who meet the
financial needs of 13 million customers; the scores of community
programs we champion and the children and people we invest in;
the many ways we’re working to help protect the environment;
and the proactive role we’re playing in public discussions around
issues that matter to Canadians.
As one of Canada’s leading financial services providers, we
recognize that in many cases our business decisions have very
public effects, so we strive to embed socially responsible behaviour into our operations to help create healthier, cleaner, and
more prosperous communities. That’s one of the reasons this
Report matters: it conveys our commitment to being a transparent, accountable organization. Transparency is fundamental
to our business because that’s how you build trust. It’s about
sharing both bad news and good, disappointments as well
as successes and explaining what we’re doing and why. By
communicating in this way, we hope to build stronger, more

lasting relationships with all our stakeholders. We don’t get
everything right all the time, but we learn from our mistakes
and aim to do better the next time around.
In 2004 our organization moved forward on several fronts in
building our practices as a responsible corporate citizen. For
example, we renewed and strengthened our workforce diversity
strategy in an effort to address gaps and ensure our employee
population reflects the society we serve. Improving customer
accessibility to our facilities and services was also a priority,
along with continued enhancements to giving customers a
more comfortable service experience. In the area of community
investments and involvement, we once again exceeded our
target, donating close to $25 million to over 1,000 charitable
and non-profit organizations.
Additionally, we developed a new enterprise-wide
Environmental Policy in 2004, which we will implement in
2005 and the years ahead. We also took steps last year to
grow our business outside Canada and we will report on our
progress internationally in future reports.
I’d like to personally salute the hard work, dedication, support,
and community spirit of our employees, which has contributed
enormously to our success for 150 years. There is still much to
be done in the next stage of our journey at TDBFG, but we are
ready to continue in the tradition of doing what’s right for our
stakeholders, with a nod to our history and a vision of being the
better bank in the future.

W. Edmund Clark
President and Chief Executive Officer

“We owe our success over the years to the phenomenal dedication of our employees
and our continued focus on keeping commitments to our stakeholders, while maintaining an eye to the future. Our capacity to satisfy customers, employees, and shareholders,
and earn trust and respect in our communities, continues to rest upon how well we
consider what matters to each of these groups.” Ed Clark, President and CEO
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Celebrating our 150 year tradition of commitment
One hundred and fifty years – and counting. TDBFG is extremely proud to be
celebrating its 150th anniversary in 2005.
Since our origins in 1855, we’ve grown from a single-branch bank serving grain millers and
merchants to a major financial services company providing financial solutions to individuals
and businesses around the world. We’re proud of our accomplishments and the things that
make us unique: our emphasis on customers; our leadership in technology and community
involvement; our strong, diverse team of employees; and our role supporting Canada and
generations of Canadians.
We’ve planned many ways to help us mark our 150th year in 2005, including:
•

Customer and employee appreciation activities.

•

A partnership with Canada Post to issue a unique commemorative stamp.

•

Sponsoring an exciting online atlas created by The Royal Canadian Geographical Society and the
Society’s magazines, Canadian Geographic in English and géographica in French.

•

A celebratory tour of our company’s comprehensive Inuit Art Collection, which was first assembled
by the Bank to mark the country’s centennial in 1967 and raise awareness of both Inuit artists and
the Canadian north.

While we’ve come a long way over the past century and a half, we’ve maintained a dedication to
satisfying customers, employees, shareholders, and our communities. Inspired by our history and a
vision of being the better bank, we look forward to a strong future.
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2004 HIGHLIGHTS:
$97.1 BILLION IN BUSINESS LOANS • $2.5 BILLION SPENT
ON GOODS AND SERVICES IN CANADA • CONTRIBUTIONS
TO PUBLIC POLICY • OUTREACH PROGRAMS PROMOTING
DIVERSITY • LEADERS IN BUSINESS FORUMS

The future matters

to all Canadians
At TDBFG, we recognize that we have a vital role
to play in contributing to Canada’s economic,
social, and civic development.
A positive future for all Canadians – and TDBFG – is dependent
on the health and prosperity of our nation. That’s why it’s important for companies like ours to care about the society around us
and take action to bring about constructive changes. As a major
corporation and participant in the Canadian marketplace, we
make a powerful impact in the economic life of every region and
the country’s long-term growth, through our roles as purchaser,
employer, lender, taxpayer, and community partner. We also try
to make a helpful contribution by participating in public discussions on crucial national issues, by investing our resources in
economic development, and by sharing our expertise with others
outside our organization.
STRENGTHENING CANADA’S DIVERSITY
Canada is among the world’s most diverse nations. TDBFG
helps to strengthen its rich multicultural fabric through our
investment and participation in activities aimed at embracing
new Canadians, fostering opportunities for minority groups,
and highlighting our diverse population. As an employer, we
believe it’s not only right but it makes sense to have a work
force representative of the customers we’re serving. We have
many programs in place to build and nurture a heterogeneous
work force and our recruiters actively work with community
organizations to reach out to various cultural groups. We’re
proud that visible minorities account for more than 21% of our
employees, which earned us recognition by Canadian Business

magazine in 2004 as a top workplace in Canada for visible
minorities (see page 54).
TDBFG is also involved in several outreach programs to help
new Canadians prepare for and find work. Career Bridge is one
such initiative. Research shows that recent skilled immigrants
are having more difficulty getting into our labour market than
those in previous decades because employers don’t recognize
their past experience. Aiming to change that, Career Bridge
allows employers to help internationally educated professionals
from a prescreened pool of immigrants gain valuable Canadian
work experience through internship opportunities. Operated
by Career Edge, a not-for-profit company, the program began
as a six-month pilot initiative in Toronto in 2003, with TDBFG
among participating employers, and was so successful that
it expanded nationwide in 2004 as a permanent program.
TDBFG has committed to providing internship opportunities
to 15 candidates in 2005.
We’re also involved in programs such as Skills for Change,
a community organization that delivers pre-employment
counseling and training to internationally educated individuals;
and in 2004 we co-sponsored a major conference by the
Progress Career Planning Institute called Breaking Barriers,
Building Bridges.
Here are other ways in which we’re working to strengthen
Canada’s diversity:
• Showing leadership: In 2004, we were a member of the
Conference Board of Canada’s Leaders’ Dialogue on Visible
Minorities, which brought together 50 senior executives
from the private and public sectors to discuss solutions for
maximizing the talents of visible minorities in Canada.

“In 2004, it was important for the highest levels of our organization to go across Canada
and meet with people who operate small businesses. They are the backbone of the
Canadian economy, found in every industry, province, and territory. To the extent that
we can help small businesses be more successful, we’re able to improve and grow the
communities that all of us live and work in.” Thomas Dyck, Senior Vice President, Small
Business Banking and Merchant Services, TD Canada Trust
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Tung Chan, District Vice President, Pacific Region, TD Canada Trust,
volunteers as a speaker for the Dominion Institute’s Passages to
Canada program.

•

•

IMMIGRANTS PLAY A MAJOR ROLE IN CANADIAN SOCIETY.
IMPARTING GREATER UNDERSTANDING AND APPRECIATION

•

OF THEIR CONTRIBUTIONS IS THE AIM OF PASSAGES TO
CANADA, A STORYTELLING INITIATIVE OF THE DOMINION
INSTITUTE SUPPORTED AND FUNDED BY TDBFG AS THE
SOLE CORPORATE SPONSOR.

The program is a national speaker’s bureau of community
leaders who have immigrated to Canada and are trained to
share their experiences with schools and community groups
about why they came and the contributions they have made.
There is also a unique on-line database containing the
names, profiles, and stories of the community leaders, as
well as free curriculum-based teachers material exploring
the diversity of the immigrant experience and a free guide
to help prepare students for a speaker’s visit.
TDBFG is continuing to support Passages to Canada with
a $125,000 donation in 2005 and an outreach strategy with
Members of Parliament (MPs), whereby MPs and TDBFG
representatives will work together to nominate community
leaders as potential speakers for the program.
TDBFG has been a financial contributor to the Dominion
Institute for several years. The organization is focused on
researching Canadians’ knowledge of the country’s past and
building innovative programs – such as Passages to Canada –
that broaden appreciation of the richness and complexity of
the Canadian story.

•

T h e f u t u re m a t t e r s t o a l l C a n a d i a n s

Anti-racism initiatives: Racism is detrimental to our
Canadian society, which is why we support the Canadian
Race Relations Foundation and Scadding Court Community
Centre Anti-Racism Awards, among other initiatives.
Scholarships: TDBFG has supported the Harry Jerome
Scholarship Fund since 1998, which awards two scholarships
a year, valued at $7,000 each, to students of African Canadian
origin, based on their strong academic achievement, community leadership, and financial need. TDBFG helps Aboriginal
students realize their educational goals through the
Foundation for the Advancement of Aboriginal Youth (FAAY)
scholarships. In total, we provided $15,000 in 2004 to help
develop the next generation of Aboriginal leaders.
Cultural festivals and organizations: Preserving and celebrating one’s culture is essential. That’s why every year we sponsor
community festivals like the Chinatown Festival and Portuguese
Festival Parade in Toronto, and support culturally-oriented organizations such as the Obsidian Theatre Company, which promotes
and develops the work of AfriCanadian playwrights, and the
Yee Hong Community Wellness Foundation, which provides a
range of services to seniors of multicultural origin.

CONTRIBUTING TO DIALOGUE ON CANADA’S FUTURE
TDBFG is actively engaged in initiatives to promote discussion
and greater awareness of pressing urban and national issues.
Strong cities are linked to national well-being
Ensuring a strong future for Canadians is closely linked to the
need for dynamic cities. There are many challenges, however,
facing Canada’s urban areas and quality of life, and one of the
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Opposite page: Educated outside Canada, Bharti Zinzuwadia (left) and
Vijay Sahal (right) now utilize their skills at TDBFG due to our participation
in Career Bridge, an internship program that helps place new Canadians.
Laurie Provost (centre) from Human Resources manages the program
for TDBFG.
This page: For the past several years, TDBFG has developed special
research reports designed to promote discussion of significant
national issues.

greatest is inadequate infrastructure. That was the subject of a
comprehensive study published by TD Economics in May 2004.
Entitled Mind the Gap: Finding the Money to Upgrade Canada’s
Aging Infrastructure, the study called on policymakers to take
bold actions to upgrade Canada’s system of public transit, roads,
water, sewers, and other public assets. Giving local governments
access to a broader array of funding tools and facilitating more
widespread use of public-private partnerships were among the
report’s recommendations.
This study represents the fifth in a special series of TD
Economics reports published over the past three years. It’s part
of our effort to provide input to the development of public
policy for revitalizing cities and raising Canada’s standard of
living. In addition to research studies, we’re involved in a host
of other activities to draw attention to issues facing cities and
urban centres, such as:
• We provided funding for a major conference on affordable
housing in 2004 and contributed two chapters to a new
book that flowed from the conference, entitled Finding
Room: Policy Options for a Canadian Rental Housing Strategy.
• TDBFG’s two-year pledge of $50,000 in support of Canadian
Policy Research Networks is going towards its well-respected
Cities and Communities Research Program, which is focused
on studying affordable housing, income security, and other
urban policy issues.
• TDBFG is actively involved in the Toronto Financial Services
Alliance (TFSA), a public- and private-sector collaboration to
promote and protect the city as a leading financial centre.

FACILITATING RESEARCH FOR NEIGHBOURHOOD DEVELOPMENT

Researchers at the Atkinson School of Social Work at
Toronto’s York University launched an initiative in January
2004 to help agencies in the troubled Jane-Finch community
of Toronto develop new strategies to deal with key neighbourhood issues. The Leveraging our Strengths (LOS) project,
made possible by a $78,000 gift from TDBFG, is enabling
researchers to study best practices in North America through
two community activities: the PEACH (Promoting Economic
Action and Community Health) Wraparound project and the
Black Creek Capacity Building Project.
“Thanks to the generosity of TD Bank Financial Group, the
LOS project will provide the opportunity for members of the
community and members of the School of Social Work to
identify and act upon community research priorities,” said
Rhonda Lenton, Dean of the Atkinson Faculty of Liberal and
Professional Studies.
Targeting other economic issues
Our TD Economics team also conducts and shares research on
other topical national issues; for example, in a report entitled
Canada’s Charities: Under Pressure, released in September 2004,
they explored the real difficulties confronting charities despite
their ever-widening role in our society. The study argues that if
they are to meet the rising demand for their services, charities
need to be better funded and equipped to attract and retain
staff and volunteers. Another report, Canadian Business Goes
Global for Growth, released in June 2004, examined how
Canada’s small and medium-sized enterprises are faring in the
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TDBFG executives participating in a Leaders in Business forum
included: Ed Clark (centre), President and CEO; Bernie Dorval (left),
Co-Chair, TD Canada Trust and Executive Vice President, Business
Banking and Insurance; and Don Drummond, Chief Economist and
Senior Vice President.

Supporting Canada’s Small Businesses
Canada’s entrepreneurial leaders understand that to succeed in a global economy,
knowledge is key. And building intelligence about the prospects and barriers that
exist is an ongoing, necessary process.
In an effort to share our insights and make a positive contribution, TD Canada Trust hosted a series
of Leaders in Business forums across Canada in 2004. The goal: to help small, medium-sized, and
commercial businesses learn more about the opportunities globalization offers. The educational
events, open to customers and non-customers alike, explored challenges for growth and prospects
for success.
The forums were held in Calgary, Kitchener, London, Montreal, Toronto (3), and Vancouver, with
more than 150 business people attending each. TDBFG executives, including Ed Clark, President and
CEO, presented their insights; and participants exchanged views with them and business product
experts in areas ranging from merchant services and economics to trade finance.
With feedback like “excellent, informative presentations”, “great question and answer session!”,
and “great to see a bank that wants to hear from its customers”, reaction was overwhelmingly
positive. Business owners appreciated the local economic analysis, the opportunity to network with
other business people, and TDBFG’s commitment to helping them grow their businesses. Due to the
success of the events, TDBFG plans to host forums in other Canadian cities in 2005.
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TD Deputy Chief
Economist, Craig
Alexander, prepared a
comprehensive study,
entitled Canadian
Business Goes Global
for Growth, designed to
provide useful insights
for small businesses and
governments alike.

global arena and how they can tap into other markets. The
study promotes government action to encourage trade and
productivity through competitive tax rates, appropriate
border arrangements, and ensuring an adequate infrastructure.
TDBFG executives and subject-matter experts continually
provide their insights as members of external committees; for
example, TDBFG is a participant on the Global Roundtable on
Addiction and Mental Health, which brings together business
leaders and health practitioners to study and develop solutions
for mental well-being, a significant workplace health issue.
We’re also contributing $50,000 annually for three years.
More info: td.com/economics

SUPPORTING THE CANADIAN POLITICAL SYSTEM
At TDBFG, we make political contributions in support of the
Canadian democratic process. In 2004, TDBFG provided
$220,000 to various political parties and candidates across the
country. This is down from $312,000 we contributed in 2003
due to a new law introduced last year limiting federal political
contributions by corporations. Besides funding, TDBFG helps to
bolster the Canadian political system every year through input
into the public policy process and by funding activities to further
political learning. For instance:
• TDBFG supports the federal Parliamentary Internship
Programme and the Ontario Legislature Internship
Programme. Both of these initiatives provide a rich academic
and practical work experience for university students throughout the country, offering an opportunity to see how the
parliamentary process works.

•

•

•
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We support the Forum for Young Canadians, which brings
students from across Canada to Ottawa each spring to spend
a week on Parliament Hill and experience first-hand how the
national government works.
The Arthur Kroeger College of Public Affairs Leadership
Forum at Carleton University in Ottawa is another initiative
we support. It brings together leaders from the private,
public, and voluntary sectors to discuss perspectives on
fundamental issues of national importance.
TDBFG’s Chief Economist, Don Drummond, was invited to
be a member of Premier Dalton McGuinty’s Postsecondary
Review Advisory Panel, set up by the Ontario government
in 2004 to review the design and funding of the province’s
postsecondary education system.

TDBFG Political Contributions
2004

2003

Federal level*
Provincial level
Municipal level

$ 75,000
140,000
5,000

$ 149,000
151,000
12,000

Total

$ 220,000

$ 312,000

* Donated during first fiscal quarter in 2004. Federal donations were discontinued in 2004 as a result
of changes in federal political financing rules.

ADVANCING ECONOMIC DEVELOPMENT
TDBFG operates in every region of Canada and plays an
important role in the economic life of communities and the
people and businesses we deal with every day.
Supporting our suppliers and job creation
In addition to directly employing more than 40,000 people across
the country, TDBFG indirectly supports thousands of other jobs
in various sectors through our role as a major purchaser of goods
and services. We spent approximately $3.0 billion in North
America on goods and services from outside suppliers, ranging
from information technology to office supplies. Of this total,
almost $2.5 billion was spent in Canada. In choosing our vendors, we encourage the use of local suppliers in procurement and
apply a best practices selection methodology that ensures a fair,
transparent, and defensible process for our supplier community.
Helping Canadian businesses grow
TDBFG contributes to national and local economic development through our many lending and investment activities. To
businesses large and small across the country, we play a role in
their economic growth, supplying loans, mortgages, and other
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TDBFG makes a significant contribution to the economic well-being of
the communities in which we operate. As a major lender, we help people
finance their dreams such as the purchase and construction of a home.

necessary financing. This creates and sustains jobs in the
process, spurs the production of products, and stimulates
innovation and growth.
In 2004, we authorized a total of $97.1 billion by way of
debt financing to more than 222,000 firms in Canada (refer to
the tables on page 13). Through TD Securities , we play a key
role in raising debt and equity capital to help large companies
commence or expand their businesses, and we raise debt for
governments to fund their programs.
Small businesses, an important engine fuelling national
growth, are a particular focus for TD Canada Trust, representing
over 90% of our business borrowing customers. In fact, we have
the second-largest portfolio of small business customers among
Canadian banks. Year in and year out, TDBFG consistently stands
behind small businesses, aiding their start-up and development
by offering diverse, innovative, and flexible financing products
and programs, sometimes through collaboration with governments and local organizations (see page 44).
Our support of Canadian businesses extends beyond loans
and financial products and services since informed and progressive business leadership is essential too. We provide assistance
to educational programs that enable businesses from all sectors
to broaden their perspectives and expand their networks. In
2004, we hosted a series of Leaders in Business learning
forums across Canada to explore timely growth issues (see page
10). We also reaffirmed our support of the agricultural industry
by becoming a lead sponsor of the Advanced Agricultural
Leadership Program in Ontario. This is a series of seminars
that help participants hone their leadership skills, increase
their knowledge of the agri-food system, and share different
perspectives on the challenges of feeding a changing world.

A Major Taxpayer
TDBFG also makes a valuable economic impact as a major
Canadian taxpayer. Our tax dollars help the federal and
provincial governments provide vital services to Canadians.
We paid a total of $1.01 billion in income and capital taxes
in 2004. The Canadian banking industry consistently ranks
among the payers of the largest amount of taxes in Canada,
both in absolute dollars and relative terms.
More info: TDBFG Annual Report 2004: Additional info on taxes paid

Income and Capital Taxes Paid by TDBFG in 2004
Income Taxes

Capital Taxes

Total

Tax Jurisdiction
Federal
British Columbia
Alberta
Saskatchewan
Manitoba
Ontario
Quebec
Newfoundland and Labrador
New Brunswick
Nova Scotia
Prince Edward Island
Yukon Territory
Northwest Territories
Nunavut

$663,943
19,272
19,648
2,663
3,387
172,767
6,338
466
1,291
2,803
309
139
53
0

$ 11,144
18,712
2,506
6,101
58,413
14,930
660
1,335
2,801
400
-

$ 675,087
37,984
19,648
5,169
9,488
231,180
21,268
1,126
2,626
5,604
709
139
53
0

Total

$893,079

$117,002

$1,010,081

(thousands of dollars)

The above figures represent the total amount of income and capital taxes paid or payable by TDBFG
during its 2004 fiscal year (Nov. 1, 2003–Oct. 31, 2004), broken down by the total amounts paid or
payable to federal and provincial governments.
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TDBFG DEBT FINANCING TO BUSINESSES IN CANADA

Total Amount Authorized to Firms in Canada
(thousands of dollars)

Province/Territory
Alberta
British Columbia
Manitoba
New Brunswick
Newfoundland and Labrador
Nova Scotia
Ontario
Prince Edward Island
Quebec
Saskatchewan
Territories
TOTAL

$0–
$24,999

$25,000–
$99,999

$100,000–
$249,999

$250,000–
$499,999

$500,000–
$999,999

$1,000,000–
$4,999,999

$5,000,000
or more

Total

$255,645
259,030
43,853
21,098
4,980
33,346
1,168,407
4,210
107,874
44,419
7,406

$390,068
234,441
67,475
22,795
11,732
33,348
1,193,706
5,763
130,408
84,021
3,973

$460,821
279,567
90,046
22,484
16,717
30,571
1,524,850
7,662
227,293
123,030
7,319

$409,994
268,504
88,996
19,124
14,140
27,621
1,368,720
9,796
234,825
97,457
4,973

$383,205
255,408
101,846
11,344
10,209
36,850
1,495,792
7,777
221,862
76,894
4,079

$936,409
820,063
280,568
18,909
22,308
81,820
4,170,354
18,742
713,145
116,326
14,358

$2,839,071
2,111,607
1,006,753
98,807
11,952
493,601
69,670,063
6,636
1,386,790
208,778
–

$5,675,213
4,228,620
1,679,537
214,561
92,038
737,157
80,591,892
60,586
3,022,197
750,925
42,108

$1,950,268

$2,177,730

$2,790,360

$2,544,150

$2,605,266

$7,193,002

$77,834,058

$97,094,834

Number of Firms in Canada to Whom Debt Financing Was Authorized

Province/Territory
Alberta
British Columbia
Manitoba
New Brunswick
Newfoundland and Labrador
Nova Scotia
Ontario
Prince Edward Island
Quebec
Saskatchewan
Territories
TOTAL

$0–
$24,999

$25,000–
$99,999

$100,000–
$249,999

$250,000–
$499,999

$500,000–
$999,999

$1,000,000–
$4,999,999

$5,000,000
or more

Total

18,828
19,469
2,877
1,452
587
1,982
88,189
287
7,141
2,783
232

7,739
4,752
1,285
454
250
668
24,174
116
2,505
1,547
73

2,998
1,870
581
159
109
203
9,942
54
1,485
790
49

1,210
799
258
55
39
82
4,038
28
713
288
14

563
378
150
16
15
56
2,224
11
321
115
6

487
379
132
10
13
35
2,007
9
345
57
7

156
125
60
6
‡
23
1,259
‡
113
13
–

31,981
27,772
5,343
2,152
1,013
3,049
131,833
505
12,623
5,593
381

143,827

43,563

18,240

7,524

3,855

3,481

1,758

222,248

Notes:
The above authorizations are based on fiscal year end balances as at October 31, 2004. In prior reports
authorizations were based on gross authorizations made available throughout the fiscal period.
‡ 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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2004 HIGHLIGHTS:
EXCEEDED OUR COMMUNITY GIVING TARGET • $24.7 MILLION
DONATED TO CHARITIES • $3.8 MILLION PROVIDED IN
CHARITABLE SPONSORSHIPS • 500,000+ BOOKS DONATED TO
CHILDREN • $4.5+ MILLION INVESTED IN STUDENT SCHOLARSHIPS

The future matters

to our communities
Making contributions that have a lasting, positive
impact – that’s the driving force for TDBFG’s
community giving program.
Charities and volunteer organizations are playing an everincreasing role in our communities, working tirelessly to address
both immediate and longer-term needs. TDBFG recognizes that
these groups need both funds and people power to meet the
growing demand for their services. We supported more than
1,000 community causes in 2004 – with dollars, donated
resources, and tens of thousands of employee volunteer hours –
and our corporate donations equaled close to $25 million,
making us one of the top corporate contributors in Canada.
Once again we went beyond our annual community giving
target by donating over 1% of our domestic, pre-tax profits to
Canadian charitable and not-for-profit organizations last year.
We’re proud that our donations can have a real, powerful
impact, and we target most of our community investments and
involvement into initiatives that build a brighter future for our
society and its members, especially young people. For example,
we support reading programs for kids to help boost children’s
literacy rates and impart in youth a love for learning. We invest
in medical research and training programs to strengthen our
country’s health-care system. And we give to social service
agencies so they can provide vital services and hope to those
less fortunate.
There are numerous initiatives that TDBFG and our employees
are involved with year-round, both in Canada and other countries where we operate, only a sample of which are highlighted

in this section. While we invest in many worthy causes, we’ve
made children’s health, education and literacy, and the environment the three pillars of our charitable giving program. These
areas are most relevant to our stakeholders and where we at
TDBFG believe that we can make a real impact.
More info: td.com/community

Charitable Giving by TDBFG in Canada
(in millions)

Cash donations
Gifts-in-kind donations
Total donations
Total donations as % of
pre-tax domestic profit1
1

Budgeted
2005

2004

2003

2002

$ 25
TBD
TBD

$ 22.1
$ 2.64
$24.74

$20.1
$ 4.4
$24.5

$ 20
$ 4.17
$24.17

At least 1%

1.13%

1.3%

1.36%

based on three-year rolling average (target is 1%)

CHILDREN’S HEALTH
Supporting Children’s Hospitals
Eleven hospitals serving over two million Canadian children each
year. Those are the beneficiaries of the TD Children’s Hospital
Fund, which was set up to distribute money to the Children’s
Miracle Network (CMN) of children’s hospitals and foundations
across the country. Money raised goes directly to the local CMN
member hospital or foundation for the purchase of life-saving
equipment, patient services, and medical research, all in an
effort to improve the treatment for millions of Canadians, and,
in many cases, save lives.

“Supporting the health of children is so important to their future, which is why we
fund a program called TD Think First for Kids. This program gives teachers the tools to
better educate students to ‘think first’ before engaging in unsafe behaviour. Ninety-five
per cent of injuries are preventable, and every child we save is like saving the world.”
Shawna Page (top left), Managing Director, TD Securities, with leading neurosurgeon
Dr. Charles Tator (top right).
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TD Securities is a founding sponsor of a new and invaluable online
health resource for families developed by The Hospital for Sick Children
in Toronto.

Providing Health Information Just for Kids
Finding useful information about children’s health issues can be difficult for families,
so TD Securities has taken action by becoming a founding sponsor of a new online
health resource.
The Hospital for Sick Children in Toronto, funded with a $5 million gift from TD Securities over
several years, launched an important website in 2004 – AboutKidsHealth.ca – to give families a
reliable, current source of health information on the Internet.
Covering all areas influencing child health and quality of life in a simple, friendly format, the site
includes an A-to-Z library, as well as detailed sections on heart conditions, diabetes, and brain
tumours. The TD Securities gift has also made possible the renovation and equipping of the
AboutKidsHealth Family Resource Centre, a site on the hospital’s Main Street area. The centre is
managed by a registered nurse and provides information for patients’ families to support medical
decision-making, disease management, and safe, healthy living.
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Left: As part of our fundraising campaign for CMN hospitals, more
than 100,000 teddy bears were sold in our branches across Canada,
generating $500,000.
Right: Energetic TDBFG employees in downtown Toronto put their
legs in motion to support the Ride for Juvenile Diabetes Research
fundraising event.

In 2004, a total of $2 million was raised for CMN through our
efforts. This includes corporate funds as well as employee and
customer donations. We facilitate and encourage the grassroots
fundraising efforts of customers and employees by offering an
automatic monthly donation program through which TDBFG
matches their monthly donations up to $1 million each year,
making their contributions go even further.
Each year TDBFG employees devote considerable time and
energy in support of CMN-affiliated hospitals; for example, staff
in B.C. Lower Mainland formed the “TD Lightning” to race in
the sixth annual Paddle for Kids charity event held in September
2004, with funds directed to the B.C. Children’s Hospital. This
fun-filled day was our fourth year of participation, and our team
was recognized as one of the top fundraisers, with pledges
totalling $5,716. Barbecue events are always popular ways for
our branches to drum up funds for CMN and, in 2004, the
Sherbrooke and Claremont branches in Quebec Region cooked
up $1,800 for Operation Enfant Soleil (a CMN affiliate).
Promoting Kids Safety and Wellness
Giving families the skills to teach their children healthy ways of
managing stress to avoid health problems or difficulty in school.
That’s the mission of Kids Have Stress Too!, a parent education
program of the Psychology Foundation of Canada. TDBFG is
lead national sponsor and long-time supporter of this program,
developed by clinical psychologists and child development
experts. Our funding, which totalled $35,000 in 2004, has
supported projects such as an educational website, public
awareness materials, and training programs to help health-care
professionals deliver stress-management workshops to families.

Injuries to the brain and spinal cord are the number one killer
of kids to age 25, yet nine out of ten of these mishaps are
preventable if children would only think first about safety. That’s
the inspiration behind the TD Think First for Kids program,
spearheaded by leading neurosurgeon Dr. Charles Tator. This
national injury-prevention program helps elementary school students learn the basics of how to play safely. The free program,
sponsored in part by TDBFG with a $150,000 donation in 2004,
is offered to children in junior kindergarten through grade eight
and is currently in use in over 3,000 schools.
One in eight children has asthma and it’s the leading reason
why children are hospitalized. That’s why TDBFG employees took
part in the Lung Association’s second annual Pull for Kids event
in Ontario’s Peel Region. Seven teams – a total of 130 participants – competed to pull a fire truck using a tug-of-war style
rope to raise $12,875 to boost the lung association’s programs
that educate children on asthma and fund research.
Juvenile or type 1 diabetes can occur at any age but most
commonly is diagnosed in children, and on average shortens
the life expectancy of a child by 15 years. Finding a cure for
this type of diabetes is why we support the Juvenile Diabetes
Research Foundation and its annual Ride for Juvenile Diabetes
fundraising events every fall. Approximately 1,000 TDBFG
employees participated in events nationally – in Burlington,
Calgary, Halifax, Kitchener-Waterloo, London, Mississauga,
Montreal, Ottawa, and Toronto – taking turns riding stationary
bikes for eight-minute intervals in a spirit of friendly rivalry
with other companies, competing to raise the most funds
and clock the highest mileage. Employees raised an incredible
$375,000 in pledges in 2004. Combined with an $82,000
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Children in various cities throughout Canada spent time during the
summer months at their community libraries, participating in reading
activities and games as part of the TDBFG Summer Reading Club.

corporate donation, TDBFG amassed $457,000 to help advance
juvenile diabetes research, representing nearly 30% of the total
$1.6 million raised.
CHILDREN’S EDUCATION
At TDBFG, we believe that educating the next generation is
essential to ensuring the future. We invest in education and
literacy by supporting various initiatives such as reading clubs,
interactive learning programs, and student scholarships.
Building Literacy
Week-long celebration of children’s books
450,000 grade-one students received a brand-new storybook to
help create a lasting love for reading. This milestone capped the
TD Canadian Children’s Book Week, Canada’s largest national
literary festival for children. The program promotes children’s
authors, illustrators, and storytellers who celebrate with children
the joy and value of reading. Organized by the Canadian
Children’s Book Centre with TDBFG as the title sponsor, the festival has introduced hundreds of thousands of children to books
and their creators through a variety of programs and festivities.
Each year since 2000, TDBFG has provided nearly half a
million grade-one English and French students across Canada
with a beautiful Canadian storybook. In November 2004,
representing one of the largest book print-runs in Canada,
the storybook entitled Omar On Ice, written and illustrated by
Maryann Kovalski, was distributed. In conjunction with Book
Week last year, we announced the launch of major new awards
for children’s literacy efforts. The TD Canadian Children’s

Literature Award will be the richest prize awarded in Canada
for children’s writing, with two prizes of $20,000 each to be
granted yearly starting in November 2005 to the most distinguished French and English book of the year. TDBFG is also
creating a $20,000 TD Literacy Advocacy Award that will go to
an individual or organization making a meaningful contribution
to literacy and life-long learning in Canada.
Helping kids keep their brains active when school’s out
To keep their minds active during the summer of 2004, more
than 260,000 kids across Canada signed up for the TD Summer
Reading Club at their local library. This successful outcome was
the result of a cross-country expansion last year of the incredibly
popular literacy program, which is funded by TDBFG and operates as a joint initiative between the Bank, Library and Archives
Canada, and the Toronto Public Library. The club motivates kids
to visit their local library, read books, and take part in fun games
and activities during the summer months. Teachers warn that a
child who does not read over the summer can regress up to
three months in reading skills from the previous June. The TD
Summer Reading Club was created to bridge the schooling
gap and help children up to 12 years of age develop a taste
for reading.
Each year there’s an exciting theme – “Fire Up Your
Imagination” had children embarking on a quest for dragons
last year – and libraries are provided with free, high-quality
materials to adapt the initiative to their own communities. The
mission in 2004 was to expand outside Ontario to other regions,
which included Newfoundland, the Northwest Territories, Nova
Scotia, Nunavut, P.E.I., Quebec, and the Yukon, for children
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Left: Stage lighting techniques are demonstrated for elementary students
from Parkallen school in Edmonton as part of the TDBFG sponsored
Alberta Jubilee Auditoria educational programs.
Right: Every year, employees across the country head back to the classroom to teach Junior Achievement’s “Economics of Staying in School” to
grade 8 students, including volunteer Jina Sung, Financial Services
Representative.

across Canada to access and enjoy the club, thereby bringing
more kids into public libraries. The campaign was a resounding
success and will continue its expansion in 2005 to Alberta,
Manitoba, and Saskatchewan.
Promoting Unique, Hands-On Learning
Bankers go back to school for teens
Business and financial skills are essential for future success, so
TDBFG supports several major programs delivered in schools that
introduce students to these areas:
• Junior Achievement (JA) develops programs so young
people can discover the world of commerce and economics.
Each year TDBFG supports local chapters of JA across Canada
both financially – $364,000 was provided in 2004 – and
with a volunteer force of over 600 employees, who travel
to schools to present JA’s curriculum such as Economics of
Staying in School.
• There’s Something About Money (TSAM) is a free seminar
program developed by the Canadian Bankers Association
that teaches students key lessons in money management. In
2004, 43 TDBFG employees volunteered their time to deliver
the seminar to 2,745 high school students across the country.
TDBFG has 163 trained volunteers as part of the TSAM
network, in addition to being a financial supporter.
• Advancing Canadian Entrepreneurship (ACE) is a national
not-for-profit organization that provides innovative, hands-on
entrepreneurship training programs for students. Our
$50,000 donation in 2004 enabled ACE to run its Students
in Free Enterprise program at universities and colleges across
the country.

Discover the Jubilee Auditoria Program
The Alberta Jubilee Auditoria Foundation introduced a
hands-on learning program to Edmonton and Calgary students
in 2004. This program, made possible by TDBFG’s donation of
$225,000, encourages students to actively investigate, test, and
reflect upon what they have learned in their classrooms through
on-stage demonstrations and workshops throughout the auditoria. “TD Bank Financial Group’s generous contribution will help
children explore new ways of understanding their worlds,” said
Alice Cooper, Chairman of the Board of Directors, Alberta
Jubilee Auditoria Foundation.
Space camps make science fun
TD Canada Trust donated $30,000 over three years to the
H.R. MacMillan Space Centre in Vancouver, B.C., to support
Space Camps. These educational programs are designed to make
science interactive for kids and to encourage young people to
pursue careers in science. The funding allows 100 students to
participate in the program regardless of their financial situation.
Partnering for learning
TDBFG stands behind public education in Canada, which is
why we provided $120,000 to The Learning Partnership (TLP).
This not-for-profit, volunteer-driven organization forges alliances
among educators, business leaders, and community representatives to encourage interaction and co-operation in an effort to
strengthen publicly funded schools. TDBFG executives Fred
Tomczyk, Vice Chair, Corporate Operations and Don Drummond,
Chief Economist and Senior Vice President, participate in TLP
working committees. More than three million students and
teachers have taken part in TLP programs since its inception
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Actor John Lithgow and spokesperson for the TD Waterhouse-supported
First Book campaign reads to children. TD Waterhouse U.S.A. and its
Associates donated over 50,000 new books to disadvantaged children
and youth.

Fighting childhood illiteracy in the U.S.
According to a survey commissioned by TD Waterhouse U.S.A., illiteracy is viewed as the greatest
threat to a child’s future, with limited access to books as the top cause.
The findings reveal that a majority of respondents (51%) consider reading to be the most important
skill in a child’s development, more essential than listening (30%), speaking (12%), or writing (4%).
The U.S. Department of Education warns that 61% of low-income families have no books in their
homes for their children and over 80% of the preschool and after-school programs serving at-risk
children have no books at all.
The severity of such findings is why our TD Waterhouse subsidiary in the U.S.A. – as part of TDBFG’s
overall focus on strengthening literacy – launched the First Book campaign in 2004, a nationwide
online book drive aimed at collecting new books for disadvantaged children and youth. Through its
partnership with First Book, a leading not-for-profit organization with a mission of giving low-income
children the opportunity to read and own their first books, TD Waterhouse U.S.A. and its Associates
donated over 50,000 new books.
TD Waterhouse U.S.A.’s community giving and employee volunteerism efforts focus on the
education and development of disadvantaged children and youth across America. Its “Bright Futures”
community affairs program actively supports causes that enhance reading and writing skills, financial
literacy, and leadership and social skills.
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in 1993. We’re the main sponsor of TLP’s newest initiative,
Kindergarten Welcome Bag, which provides parents/caregivers
of three and four year-old children with resources to prepare
them for school success and lifelong learning. The program was
rolled out in the Greater Toronto Area.
Supporting Higher Learning
To encourage long-term advancement, we believe investments
in human capital are fundamental. TDBFG donates significant
funds for student scholarships and bursaries – over $4.5 million
in 2004 alone and more than $12.0 million since 2001.
Million-dollar scholarship program rewards
community-oriented youth
Think Canadian teens spend all their time on the phone or in
front of the TV? Think again. Robin fights for social justice and
Geoff raises funds for wheelchairs in war-torn countries. These
homegrown heroes received $60,000 scholarships in 2004
for their community activism and they’re not alone. Awarding
more than $1 million each year to youth who devote themselves
to community causes such as child labour, the arts, violence
and multiculturalism, the TD Canada Trust Scholarships for
Community Leadership is one of Canada’s most prestigious
scholarship programs. The program rewards 20 exemplary young
people per year with a scholarship valued at up to $60,000
per recipient and includes tuition for up to four years of study,
$5,000 per year toward living expenses, and an offer of summer
employment at TD Canada Trust.
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Peter van Meerbergen (left), Branch Manager of our two Kitchener
downtown branches, Carl Zehr, Kitchener Mayor (centre), and Alice
Schmidt Hanbridge, Ph.d Social Work student.
INVESTING IN FUTURE SOCIAL WORKERS

St. Jerome’s, an historic high school in downtown Kitchener,
Ontario, will gain a new educational role after remaining
vacant for the past 14 years. Wilfrid Laurier University’s
Faculty of Social Work will relocate to St. Jerome’s in 2006,
and TDBFG is pitching in with a major donation of $500,000,
providing a boost to a new faculty Academic Development
Fund and helping with this special urban renewal project.
Our gift will help increase student accessibility by providing
program bursaries and scholarships and support for academic
initiatives and research.
“By investing in education for future social workers who
make such an important contribution in our communities,
we are also supporting youth and education,” said
John Capozzolo, Senior Vice President, Ontario Central
Region. “This new facility will also help Kitchener
revitalize its downtown core and preserve a historically
significant building.”
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Recipients of TD Canada Trust Scholarships for Community Leadership
convened in Toronto to be recognized at an awards ceremony. “Programs
like this offer extraordinary young people recognition and financial
support to ensure they continue to do great things with their lives and
in their communities,” said Mary Anne Chambers (far right), Ontario
Minister of Training, Colleges and Universities.
Now in its ninth year, the TD Canada Trust scholarship program has
awarded more than $10 million to deserving high school and CEGEP
students entering university or college.

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.
The 2004 recipients included Simin Bagheri of London, Ontario
and Agnés Beaudry of Moncton, New Brunswick. Simin initiated
a multicultural program for children at her local community
centre that teaches conflict resolution and prevention techniques.
The program is being launched at other local community centres
with Simin’s assistance. Simin is also a board intern with the
Sexual Assault Centre of London. Agnés established a French
literary review at her school to promote French literature and
writing. Concerned that her school’s philosophy course was only
available to students in the International Baccalaureate program,
Agnés organized a non-credit philosophy course open to all
students, and recruited a retired university professor to teach it.
Supporting other scholarships
• The TD Bank Financial Group Bursary Program distributed
more than $3.2 million to students during 2004. Our funds
support academic initiatives and help students deal with the
high costs of education costs. For example, last year TDBFG
funding went towards a new Academic Development Fund
at Wilfred Laurier University (see page 21). All Canadian
postsecondary institutions receiving funds from TDBFG
participate in the bursary program.
• The TD 4-H Agricultural Scholarships, valued at $20,000
per year, make it possible for 10 leading rural Canadian youth
to study in the agriculture and agri-business fields. TDBFG
has been a supporter of 4-H, a rurally-based boys and girls
club, for 50 years so that future agricultural leaders can meet
today’s challenges and anticipate tomorrow’s opportunities.

•

For the sixth consecutive year, TD Meloche Monnex® and the
Canadian Council for the Advancement of Education (CCAE)
awarded three TD Meloche Monnex Fellowships in
Advancement to recent university graduates in 2004.
Recipients received $25,000 each to gain a full year of practical advancement experience at the institution of their choice.

THE ENVIRONMENT
One of our focus areas for charitable giving is supporting
the environment, primarily through the TD Friends of the
Environment Foundation™. We sponsored and promoted more
than 1,000 initiatives across the country in 2004 that helped
protect and preserve the Canadian environment and raise
awareness of environmental issues. For a complete description
of this flagship community program, refer to page 33.
OTHER COMMUNITY NEEDS
TDBFG lends its support to an array of other community needs,
including causes that promote arts and culture, strengthen
health care, and improve social services.
Arts and Culture
TDBFG encourages Canadian creators and promotes culture
through our support of many cultural institutions, such as the
Canadian Opera Company’s new opera house in downtown
Toronto, and events that showcase artistic talent. We’ve made
music and jazz, in particular, important components of our
community relations program, since they emphasize enjoyment,
comfort, and accessibility, all of which are significant values
for TDBFG.
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As part of our commitment to supporting music and cultural events,
TDBFG sponsored 10 Canadian Jazz Festivals across the country.

Supporting Canadian jazz
Over 3.1 million Canadians attend Canada’s major summertime
jazz festivals, which generate local revenue and tourism and
are a popular part of our cultural fabric. The huge value of
such events is why TD Canada Trust assumed a four-year,
multimillion-dollar sponsorship of 10 Canadian jazz festivals
across the country – in Calgary, Edmonton, Halifax, Montreal,
Ottawa, Saskatoon, Toronto, Vancouver, Victoria, and Winnipeg.
These events are deeply rooted in Canada’s cultural scene and
contribute greatly to their local communities.
We stepped in at a time when the jazz festivals were in
dire need of corporate sponsorship to continue operations,
particularly in the wake of Bill C-71, which prohibited tobacco
company sponsorships. TD Canada Trust wanted to ensure the
continuation of the festivals so that Canadians could enjoy these
events for years to come. Our corporate sponsorship kicked off
in 2004 and helped the jazz festivals produce successful summer
runs. The TD Canada Trust Vancouver International Jazz Festival,
for instance, increased its audience by 5% to reach new records
of 460,000 attendees and 26 sellout events, during its 10-day
run during June and July 2004.
Not only are we sponsoring the summertime jazz festivals,
we’re also providing funding to other music-related initiatives;
for example, we made a $200,000 donation to St. Francis
Xavier University’s Jazz Studies Program.
Encouraging youth appreciation and talent
TDBFG encourages youth exposure to the arts by promoting
access to exciting cultural offerings across Canada. We

underwrite admission costs for various performing arts
productions and music festivals. Here are a few examples:
• In conjunction with our new sponsorship of Canadian jazz
festivals, a new generation of fans enjoyed the TD Canada
Trust 2004 Ottawa Jazz Festival because of the innovative
Avant Groove Program. Supported by TDBFG, the program
inspires younger audiences to come out and experience
world-class jazz by offering reduced price ticket packages
to people aged 15–28.
• TD Canada Trust provided $35,000 toward Barrie, Ontario’s
Theatre By The Bay event in 2004, a unique venue where
theater is performed in a lakeside tent along the waterfront.
Funding provided free tickets to a number of youth organizations, such as Children’s Aid, Women and Children’s Shelter,
and Youth Haven. Workshops were also offered to youth
interested in theatre.
• As the title sponsor of the Canadian Stage Company’s popular
summertime event in Toronto, the TD Dream in High Park,
TDBFG provides ongoing volunteer support and underwrites
children’s tickets so that all kids go for free.
Fostering the artistic development of young people drives our
support for the National Youth Orchestra (NYO). The NYO
allows young budding musicians to experience touring across
the country and playing in some of Canada’s best concert halls
like the Winspear Centre in Edmonton and the National Arts
Centre in Ottawa. With a donation of nearly $100,000, TDBFG
sponsored both the NYO’s auditions and their summer tour
across Canada in 2004.
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Left: Members of the TDBFG senior executive team get down and dirty
to build a house in Toronto with Habitat for Humanity.
Right: Community involvement at TDBFG goes beyond borders as
TD Securities employee Paul V. D’Agata helps construct a home in
Veracruz, Mexico during a local Habitat for Humanity project.

Habitat for Humanity
Clad in work boots, gloves, and safety glasses, in early September 2004 employees
across all our Canadian business units volunteered their time to work with Habitat
for Humanity (HFH). The goal: to build a wheelchair-accessible bungalow in
Toronto for a family currently living in substandard housing.
“Our teams did everything from capping foundations to installing windows and doors,” says Marcia
Lewis Brown, Managing Director with TD Asset Management. “I jumped at the chance to be involved
because you’re not just writing a cheque, you’re taking time to do something and, at the end of the
day, you have something to show for it. I also like that the family is building the house along with us.
It’s something everyone can be proud of and have a good time doing.” Also participating in this
initiative was President and CEO, Ed Clark, along with the entire senior executive team.
Pitching in for HFH wasn’t limited to our Canadian operations. The TD Securities office in Mexico
participated in a home building project, spearheaded by former U.S. President Jimmy Carter, by
donating a house in the city of Veracruz and staff volunteering time to construct homes during the
five-day event in October 2004.
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Warren Collier (left), Senior Manager, TD Visa* and Chantelle Nicholls
(centre), District Vice President, TD Canada Trust present a TD Grants in
Medical Excellence cheque to Bill Leacy, President, York Central Hospital
Foundation. It’s part of our investment in the future of Canada’s health
care practitioners.

Medical Training and Research
Lack of funding for professional development and ensuring
the best medical talent stays in Canada are among the most
pressing concerns among health-care professionals. 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 university research hospitals, the program funds postdoctoral fellowships to help ensure that doctors at the top of
their field have access to funds for research.
Over $1.5 million was provided in 2004 to TD Grants in
Medical Excellence programs at hospitals across Canada; for
example, a $50,000 grant to the P.E.I. Health Research Institute
based at the University of P.E.I. provided support for nurses
to pursue master’s degrees in nursing. TDBFG is also the
lead donor, with a contribution of $50,000, to the Health
Foundation’s Scholarship Fund that was launched in 2002
to help further training and education of health-care staff
in east-central Saskatchewan.
Through the Jean Meloche Foundation, an initiative with
the objective of supporting the educational development of
young professionals and the long-term health of the community,
TD Meloche Monnex made a $150,000 donation to the Internal
Medicine Ambulatory Care Unit at Sacré-Cœur Hospital in
Montreal.

“We are very grateful for this financial support from TDBFG.
In the current health-care environment, where increasing
technological enhancements, new models for health-care
delivery, and constant change are the norm, nurses require
opportunities to continue to upgrade their knowledge and
skills for practice”. Donna Murnaghan, Director of Programs
and Partnerships, P.E.I. Health Research Institute

Social Services
Thousands of TDBFG employees volunteer countless hours each
year in their communities, and are especially active for causes
that reach out to people in need.
Teaming up for the United Way
The United Way funds a network of 200 health and social
service agencies that support hundreds of thousands of people
in our neighbourhoods, including homeless people, disabled
people, abused women, newcomers, seniors, and people in
crisis. TDBFG raised over $7 million for the United Way and
other charities in 2004, playing a key role in helping build a
brighter future for communities across Canada. The donation
combines $4.5 million raised by employee-driven events and a
$2.5 million corporate gift.
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TD Securities’ President Mike MacBain and Chairman and CEO Bob
Dorrance dressed the part to sing their hearts out to raise money at
our TD Idol event, supporting the 2004 Underwriting Hope Charity
Auction for children’s charities.

Our TD Meloche Monnex employees found creative ways to
raise $297,000 for the United Way. In Calgary, events included
a silent auction and a used-book sale. The Halifax office held a
pie-in-the-face “voting” contest to get everyone into the giving
spirit, while Montreal fundraising activities included a casual day
and a Halloween costume day.
Singing for a good cause
In 2004, TD Securities employees held their eighth annual
Underwriting Hope Charity Auction in support of children’s
charities. The auction – run entirely by employees, who also
donate and purchase auction items – raised a record $450,000.
The group managed to beat last year’s total by $100,000 and
almost double its target in part through a unique lunch-hour
concert. TD Securities staff paid to see their senior executives
take to the stage in a “karaoke challenge.” The brave singers
included TD Securities’ CEO Bob Dorrance and President Mike
MacBain and then President of TD Canada Trust Andrea Rosen.
Getting busy for Community Days
During specially organized Community Days each fall, our
Commercial Bank units across the country come together with
the common goal of building their local communities by participating in various events. Here are a few examples of activities
that took place between October 11 and 22, 2004: the Saint
John, New Brunswick, branch spent an afternoon helping out
at the Carleton Kirk Seniors Complex; Montreal staff rallied
together with clients to fill three vans with food and raise funds
for the women and children of Elizabeth House, a local shelter;

and in Toronto employees pitched in for Out of the Cold, an
organization providing dinner, overnight shelter, and breakfast
at different churches each night.
Other social service initiatives backed by TDBFG in 2004:
• Toys for kids: Every year our branches and offices across
the country engage in toy drives for less fortunate children
around the Christmas season; for example, last year our TD
Canada Trust branch in Surrey, B.C. collected over 200 teddy
bears and other stuffed animals to give out to hospitalized
children at the local health facility. As part of their eighth
annual Holiday Wishes Campaign, TD Securities employees
gathered more than 1,000 toys and gifts for the Children’s
Aid Society in Toronto.
• Tree of Plenty Campaign: TD Canada Trust was a main
sponsor of the Saskatchewan Food Bank’s “Tree of Plenty”
drive, which collected both food and cash donations over
the Christmas season for the underprivileged.
• Youth drop-in centre: A $21,000 donation from TD Canada
Trust helped the Whitehorse Youth Centre Society in the
Yukon accumulate a down payment for a permanent home
from which to run its services for teens.
• Casey House: TDBFG’s corporate gift of $35,000 supported
Toronto’s Casey House’s efforts to deliver palliative and home
care for HIV and AIDS patients. Each year we pitch in with
their Art With Heart Auction fundraiser, plus many other
initiatives, and over the past several years our total contributions have amounted to more than $315,000.
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Left: Halifax-area employees
participated in the Bowl for Kids Sake
raising $3,700 for the Big Brothers
and Big Sisters of Greater Halifax.
Right: TD Commercial Banking
employees in Edmonton volunteered
in the annual rowing regatta known
as the Row For Life Festival, raising
over $16,000 for the Cross Cancer
Institute.

Gifts-in-Kind
Each year we donate our property or equipment to organizations that can put it to immediate good use in the community.
For instance, in 2004 we donated 671 pieces of refurbished
equipment, such as computers, printers and facsimile machines,
to not-for-profit groups and schools across Canada like
Engineers Without Borders, Computers for Schools, and St.
Lawrence Community Recreation Centre. The total value of our
gifts-in-kind donations equalled $2.64 million in 2004. The Art
Gallery of Simon Fraser University and its visitors have been
appreciating an important mural, valued at $600,000, that
we donated last year after closing an aging Vancouver branch
in which it had been displayed. The renowned artist Charles
Comfort painted the huge 10-panel mural, documenting the
history of British Columbia, in 1951.
SUPPORTING TSUNAMI RELIEF EFFORTS
In late December 2004, the world witnessed one of the
most devastating natural disasters in history with the tragic
earthquakes and tsunamis that struck southern Asia. To aid
relief efforts, TDBFG quickly announced a corporate donation
of $250,000 that included $150,000 to the Canadian Red
Cross and $100,000 to UNICEF to provide assistance to
children in the affected areas. TD Waterhouse USA also
donated US $25,000 to the American Red Cross. In addition,
TDBFG set up a matching donation program whereby we
matched all employee donations to tsunami relief efforts
up to $250,000 on top of our original donation, and all
TD Canada Trust branches helped out by serving as collection
points for public donations.

THE OUTSTANDING COMMUNITY SPIRIT OF TDBFG EMPLOYEES
GENEROUS. ENERGETIC. CREATIVE. DEVOTED. THESE ARE
SOME OF THE WORDS THAT DESCRIBE TDBFG EMPLOYEES’
APPROACH TO COMMUNITY INVOLVEMENT.

Each year our employees get behind numerous causes and
apply incredible enthusiasm to help improve the quality of
life in their communities. They raise millions of dollars for
the causes TDBFG supports and those close to their hearts,
in turn, showing leadership and inspiring others with their
example. They play a tremendous role by volunteering their
time and talents, by acting as ambassadors of charitable and
not-for-profit organizations, and by donating much-needed
money collected through hundreds of fundraisers and
personal contributions.
To encourage their commitment, we support employees’
community involvement by:
• Providing time off for volunteering. An official volunteer
policy is under development to formalize existing practices,
which will be rolled out in 2005.
• Allowing use of corporate facilities and resources for
charitable activities.
• Giving grants to organizations for which employees volunteer.
• Making it easy to donate through an automatic monthly
donation program in support of two of our flagship causes,
the Children’s Miracle Network and the TD Friends of the
Environment Foundation, for which TDBFG matches their
donations up to $1 million each year.
• Providing resources needed to run successful charitable
initiatives via our Caring Together program.
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2004 HIGHLIGHTS:
NEW ENTERPRISE-WIDE ENVIRONMENTAL POLICY • ECO-EFFICIENCY PRACTICES
• ENVIRONMENTAL DUE DILIGENCE IN LENDING PROCESSES • $2.7 MILLION TO
SUPPORT COMMUNITY ENVIRONMENTAL PROJECTS • OVER 1,000
ENVIRONMENTAL PROJECTS FUNDED ACROSS CANADA

The future matters

to our environment
Taking action to protect our planet is a shared
responsibility. We’ve stepped forward to incorporate environmental considerations in all we do.
At TDBFG we demonstrate our respect for the environment in
many ways: as a consumer of goods and natural resources; as
a major lender; by sharing our resources as a charitable donor;
and by engaging our communities and volunteers in environmental initiatives.
We recognize that addressing ecological concerns also matters
deeply to our stakeholders. In a large organization, it is not easy
to ensure that our activities are environmentally sensitive at
all times, however, we continue to take meaningful steps –
including measures implemented in 2004 as discussed in this
section – to foster responsible business practices and ongoing
improvement in our approach to caring for the environment.
MINIMIZING OUR ENVIRONMENTAL FOOTPRINT
As part of our commitment to protecting and preserving
the environment, TDBFG implements sound environmental
management practices.
As a major corporate citizen and financial services provider,
we need to effectively manage our environmental risk exposures
through our lending and investment decisions and, in particular,
focus on minimizing the environmental footprint of our operations. We’re working to reduce the negative impacts of our
businesses and have made a commitment to the environment
an integral part of how we operate. Outlined below are some
of our environmental programs and eco-efficiency practices.

Our Properties and Facilities
Our retail and corporate real estate departments are dedicated
to managing our facilities in an environmentally responsible
manner that helps preserve and maximize the sustained use
of renewable and non-renewable resources. For example:
• We operate our retail branch network to efficiently use
building materials, services, and energy resources, including
proactive environmental abatement initiatives. Over the past
year, we implemented a major retail branch designated
substance review program, resulting in more than 200 site
assessments and more than 50 environmental projects. We
also completed an additional 20 remediation projects to
address mould, oil tanks, and other hazardous products.
• We specify that all branch landscaping and lawn maintenance
is pesticide-free and all maintenance services use water-based
or environmentally friendly cleaning chemicals and materials.
• We participate in recycling and energy conservation programs
in our corporate offices, including our company-owned
buildings, aimed at reducing material and energy intensity.
For example:
– At our corporate and operations complexes in Mississauga
and Scarborough, Ontario, we recycled more than 237.9
metric tonnes of paper and 29.57 tonnes of cardboard.
At the TD Centre in Toronto, in which TDBFG is a major
tenant, we contributed more than 1,029.6 metric tonnes
of materials to the complex’s recycling program, equivalent
to 72.9% of all waste produced.

“We came together to make a big difference for the environment during the shoreline
clean-up event. It’s so important to everyone, especially the younger generation and
their future, to have a cleaner and safer environment. It’s a terrific feeling to know that
you can give back to your community, no matter how small it is, because every bit
counts.” Sherrida Nasir, Administrative Assistant, TDBFG
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INTRODUCING A NEW ENVIRONMENTAL POLICY
DURING 2004, A MULTIDISCIPLINARY GROUP WITHIN
TDBFG DEVELOPED A NEW ENVIRONMENTAL POLICY TO
INTEGRATE EXISTING POLICIES AND STANDARDIZE OUR
ACTIVITIES, ENSURING THAT RESPONSIBLE ENVIRONMENTAL
CONDUCT IS MANAGED, PRACTICED, AND MEASURED IN
A CONSISTENT WAY.

Applying to all our businesses and corporate support functions globally, this new policy includes guiding principles that
commit TDBFG to:
• Responsibly manage all aspects of our business to promote
environmental protection;
• Ensure employees as necessary are aware of and implement
the policy and identify ways to improve environmental
performance;
• Encourage relationships with suppliers who have procedures
in place to manage and comply with environmental laws or
risks applicable to their businesses;
• Regularly review and update environmental processes;
• Cooperate with government, the business community,
and stakeholders in support of responsible environmental
management and accountability, and communicate
with relevant stakeholders on environmental aspects of
our operations;
• Maintain a credit policy to protect against
environmental risk;
• Support local, community-based environmental activities,
such as the TD Friends of the Environment Foundation;
• Take a responsible approach to energy conservation
and managing hazardous products and processes, and
encourage conservation by recycling, reduction, and
re-use initiatives; and
• Take reasonable care to prevent or avoid environmental
incidents associated with our operations.
The new policy, which will be implemented in 2005,
will be the cornerstone to create a formal enterprise-wide
Environmental Management System (EMS). Once developed,
the EMS will define environmental standards, procedures,
responsibilities, and compliance mechanisms.

–

We have worked with our TD Centre landlord to reduce
energy consumption by two hours each day and installed
automated systems to activate lighting and air conditioning
on specific floors when needed. This has produced energy
savings of 9.5 million kilowatt hours per year, and similar
programs in regional offices have saved an additional
1.5 million kilowatt hours per year of power.

Our Banking Services
TD Canada Trust was among the first major Canadian financial
institutions to roll out paperless banking services, eliminating
some branch transaction documents and reducing paper
consumption. The introduction of electronic bill payment
processes in branches also resulted in a dramatic reduction
in paper bill volumes.
We encourage customers to use paperless banking methods,
such as pre-authorized bill payments, telephone and online
banking, online transfers, and direct deposit programs. In 2003
and 2004, our customers increasingly took advantage of these
electronic services:
• 37% of customers use account passbooks, down by 4% since
last year.
• Paperless record keeping grew by 59% and is now used by
more than 9% of all personal accounts.
• Cheque volumes declined by 5% versus the previous year.
• Our ABMs let customers decline a transaction printout,
reducing paper and waste considerably.
Our efforts to achieve business efficiencies also produce direct
or indirect environmental benefits; for example, as we move
business processes from paper-based files to electronic systems,
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TD Canada Trust locations utilize pesticide-free landscaping and lawn
maintenance, including water-based or eco-friendly supplies.

we eliminate the need to produce, re-print, and destroy
hard-copy editions.
Our Lending Practices
Because we are a major provider of lending and credit services,
environmental considerations are incorporated into our lending
and risk management processes to mitigate environmental
liability that could accrue to the Bank, for both new and
existing clients.
Within Commercial Banking, we incorporate appropriate
environmental due diligence as an integral part of the lending
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 proceed 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 outside 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 management decision-making in all
areas, including environmental responsibility.

Purchasing Decisions Produce Environmental Benefits
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 printer and
photocopier toner cartridges. Last year we returned more
than 22,672 printer cartridges to our suppliers, amounting
to more than 70% of printer cartridges purchased across
the Bank during 2004, with the remainder still in use or in
storage. This far exceeds the typical return rate of 30% for
toner cartridges in North America.
• We participate in confidential paper-shredding programs
across Canada.
• Our 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. Vendors of letterhead and
business cards use at least 20% post-consumer materials
and vegetable oil inks and recycle chemical wastes.
• The 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 paper whenever possible. Only lower
VOC inks are used, and all possible residue chemicals and
manufacturing supplies are reprocessed and recycled,
including solvents, cleaning agents, oils, and printing plates.

31

32

T D B A N K F I N A N C I A L G R O U P C O R P O R AT E R E S P O N S I B I L I T Y R E P O R T 2 0 0 4

•

T h e f u t u re m a t t e r s t o o u r e n v i ro n m e n t

To reduce yearly energy consumption at our Toronto headquarters,
we’re among the first downtown towers to participate in a deep lake
water cooling project, which uses cold Lake Ontario water in our air
conditioning systems.

Giving Investors Environmental Choices
Investors require detailed and regular communications so our
wealth management area has introduced ways to lower printing
and distribution volumes and avoid duplicate mailings. We also
provide clients with service options that reduce consumption of
printed materials:
• Since 1999, we have offered TD eFunds, 12 low-cost index
funds that allow investors to access their accounts, execute
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 unitholder communications exclusively via the Web, such as confirmations and statements.
• As a result of recent proposed regulatory changes, we give
TD Mutual Funds unitholders the ability to “opt in” if they
want to receive printed versions of annual and semi-annual
financial reports and, as a result, we are able to reduce
quantities of these reports by up to 93%.
• 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 wish to choose 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.
Reusing Redundant Supplies and Equipment
Re-using materials is one of the best ways to protect our
environment, and every year TDBFG donates refurbished
computers, laptops, printers, and other equipment for use

in the community; for example, in 2004 we provided the
Children’s Aid Society of Toronto with more than 40 computer
components including PCs and monitors. Also, the Computers
for Schools program in Ontario received 107 computers and
Engineers Without Borders was the recipient of 44 personal
computers to support their outreach activities.
Partnering to Achieve Environmental Goals
TDBFG is working as a partner with others in the financial sector
to develop industry-wide solutions to environmental issues, both
on a domestic and international basis. As a member of the
United Nations Environmental Program Finance Initiatives (UNEP),
we are a signatory to the Statement by Financial Institutions on
the Environment & Sustainable Development. With a mandate
of promoting environmental responsibility in the financial sector,
UNEP members discuss ways to balance economic development
with environmental protection and responsible development.
The UNEP initiative encourages financial institutions to use
environmentally sound practices in their internal operations,
including environmental issues in their risk management
activities, and 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 environmental
issues and regulations into policies and practices, and jointly
address environmental issues that affect the banking industry as
a whole. This group works with other national associations to
develop environmental standards relating to lending practices
and environmental assessments.

T D B A N K F I N A N C I A L G R O U P C O R P O R AT E R E S P O N S I B I L I T Y R E P O R T 2 0 0 4

SUPPORTING ENVIRONMENTAL INITIATIVES
IN THE COMMUNITY
To help protect Canada’s natural surroundings, TDBFG has been
supporting community environmental projects for the past 15
years with the TD Friends of the Environment Foundation (FEF).
Truly a grassroots effort, FEF is a not-for-profit organization
whereby customers, employees, and TDBFG work together to
donate both time and money to assist Canadians dedicated to:
1) Protecting and preserving the environment;
2) Assisting children in understanding and participating in
environmental activities in their community; and
3) Conducting environmental research and promoting
cooperation among environmental organizations.
Not only is FEF one of our flagship community programs, it’s
also a top corporate foundation in Canada by both the number
of grants provided each year and their total dollar value. In 2004
alone, FEF contributed more than $2.7 million to more than
1,000 community-based environmental projects across the
country, a few of which are highlighted in this section.
Each year TDBFG contributes $1 million to FEF and also covers
its administrative costs. Customers and employees can donate
funds through their TD Canada Trust account to more than
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 150,000 customers donated funds,
and more than 1,100 customers and employees volunteered
as advisory board members.

•
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Since its inception in 1990, the TD Friends of the
Environment Foundation has provided over $34.8 million
to more than 14,100 projects.
Protecting the Canadian Environment
To maintain and nurture Canada’s precious resources, land, and
wildlife for future generations, it’s essential that we are proactive now. Here are some of the projects FEF sponsored in 2004:
• The Pacific Orca Society: Robson Bight, a sheltered bay
in Johnstone Strait northeast of Vancouver Island, serves
as a focal point for Orca whales during the summer months.
Funding was provided for Web-casting equipment that
provides live recordings of the whales, with the aim of
reducing the demand for public access to view them in
the ecological reserve.
• Wildlife Rehabilitation: Numerous facilities are devoted to
caring for injured and orphaned wild animals with the goal
of eventual release. FEF funding is helping make it possible to
institute innovative treatments, new equipment, and holding
facilities within such places as Spruce Cove Wildlife
Rehabilitation Centre in South Shore, Nova Scotia; the Calgary
Wildlife Rehabilitation Society in Alberta; and the Critter Care
Wildlife Society in Langley, British Columbia.
• Manitou Rapids’ Garden of Life: Seven years ago, experts
anticipated a 20-year life expectancy of Thunder Bay,
Ontario’s Rainy River First Nations landfill. Instead, it is
expected that this landfill will be exhausted by 2008.
To extend the life of the landfill, FEF contributed to a new
garden and composting initiative.
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Left: FEF volunteers clean-up a shoreline in Fort McMurray,
Alberta, helping to preserve water quality and protect marine
life by creating a safer, garbage-free habitat.
Right: Through in-branch advertising and Web promotion,
FEF encourages employees, customers, families, and friends
to get involved in preserving and protecting the environment.

Shoreline Cleanup
One of largest conservation efforts in Canadian history.
If thousands of people taking time out of their busy schedules to pick up tires, cigarette butts, food
wrappers, and other debris is any indication, Canadians recognize the severity of aquatic garbage as
a threat to wildlife and the environment. From September 11 to 19, 2004, a record-breaking 33,500
volunteers from across Canada pitched in to clean ocean, river, stream, and lake shorelines as part of
the 2004 Great Canadian Shoreline Cleanup.
Presented by the TD Friends of the Environment Foundation, it’s one of the largest marine conservation
action programs in Canada. Participation climbs every year, with a whopping 13,000 more volunteers in
2004 than the previous year, in part due to a major awareness-raising campaign by TDBFG.
The week-long event last year was truly a national affair, with cleanup sites in every province and
territory. In Fort McMurray, Alberta, for example, a team of TDBFG employees and their families
volunteered 86 total hours, cleaning 8 km of the Clearwater River shoreline. Of the 2.4 metric tonnes
(eight truckloads) of debris removed, a few interesting items were found along the river, including a
couch, a refrigerator, a tricycle, and live fireworks!
Facts:

History:

• Number of volunteers: 33,500
• Number of cleanup sites: 675
• Distance of shoreline cleaned: Over 1,250 km
• Number of garbage bags removed: More than 7,750
• Weight of garbage removed: Over 78,600 kg

• FEF has supported this initiative since it started 11 years ago in B.C. as an annual local

conservation program of the Vancouver Aquarium.
• It ranks as the world’s third-largest shoreline cleanup in terms of volunteer participation.
• The 2004 campaign was one of the largest coordinated conservation efforts in

Canada’s history.
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FEF supports Timiskaming District School Board’s TERRA Program
(Teaching Ecological, Responsibility, Recreation and Adventure).
Participants take part in TERRA’s nighttime banding program of the
Northern Sawwhet Owl in New Liskeard, Ontario.

Environmental Education
Community-involved educational programs, for young Canadians
especially, go a long way to generate interest in environmental
issues and create an environmentally friendly culture. In 2004,
FEF provided support to:
• I.C.O.C. Trees for Life: The “Grow a Tree” project educates
kids through riddles, jokes, and hands-on activities about the
roles trees play in maintaining the ecological balance on our
planet. Funding was provided to cover teachers’ manuals and
students’ kits in participating schools in the areas of Regina,
Saskatchewan, St. Albert and Spruce Grove, Alberta, and
Winnipeg, Manitoba.
• Scientists in school: Halifax’s Discovery Centre offers educational workshops that encourage hands-on experimentation
to learn about key environmental issues, such as water
conservation, pollution in water, and composting. FEF funds
helped develop and deliver the workshops.
• Everdale Environmental Learning Centre: HOMEALIVE! is
a demonstration model home constructed at Everdale in the
Guelph-Orangeville, Ontario, area last year that continually
assesses its current state and adapts by self-organizing in the
most beneficial way. An informative educational pathway
through the house, which is open to the public, explains all
the different elements and how they function. FEF funds were
used for the installation of the gardens and the wet-land used
for the home’s grey water system.
• Naturalization projects: Across Canada, schoolyard naturalization projects provide outdoor learning grounds that support the curriculum and encourage children to get involved
with nature. To name a few, FEF funds were allocated to

projects at the Terry Fox Elementary School in Barrie, Ontario;
École Jardin LaSalle in Montreal, Quebec; and schoolyards
throughout Corner Brook, Newfoundland.
Supporting Environmental Research
Our changing environmental conditions require consistent
monitoring to assess societal impacts on the ecosphere and
the effectiveness of restoration efforts. In 2004, to encourage
research and knowledge-sharing, FEF contributed to:
• Rocky Point Bird Observatory: The unique topography
and ecosystems of the Straight of Juan de Fuca in Victoria,
B.C. serve as a migratory stopover for many bird species. FEF
funds are aiding in nocturnal acoustic monitoring of the birds,
and the data will help shape future policies related to bird
conservation and management.
• Halifax Environmental Monitoring Network: Funding
provided by FEF assisted in the purchase of water-quality
monitoring equipment for use by community-based organizations. Such equipment monitors and measures the environmental water quality of ecosystems in Halifax communities.
• Destination Eagle: In collaboration with the Canadian
Wildlife Service and Ontario Ministry of Natural Resources,
Bird Studies Canada initiated a project in the London area to
determine where juvenile eagles are acquiring toxic chemicals.
Using satellite telemetry to track the migratory birds, their
journeys will be transmitted in real time on the Internet to
engage community interest and advance understanding of
local wildlife.
More info: www.fef.ca
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2004 HIGHLIGHTS:
INDUSTRY-LEADING BRANCH HOURS • TOP-RATED WEB
BANKING AND BROKERAGE SERVICES • 1,004 BRANCHES
AND 2,462 ABMS, • APPROXIMATELY 13 MILLION CUSTOMERS
WORLDWIDE • 540,000 SMALL BUSINESS CUSTOMERS

The future matters

to our customers
Our customers are why we exist, so paying
serious attention to what counts to them is the
overarching focus that propels our business.
Customer satisfaction. We’re acutely aware it’s one of our most
cherished assets, so we expend every effort to be a leader in
delivering it. Excelling in customer satisfaction means more than
just being a financial services provider for the individuals,
families, companies, and organizations that give us the privilege
of having their business. Customers want us not only to help
them manage their day-to-day money, but also to assist them in
building their financial futures and make them feel comfortable
dealing with us – secure, respected, important. We know this
through continual research and surveying we do to learn
about our customers’ experiences with us and their evolving
preferences.
This section highlights some of the services, policies, and
practices we’ve established, including those introduced in 2004,
to strengthen customer loyalty and ensure we always remain
focused on satisfying the present and future needs of customers.
ACHIEVING FINANCIAL GOALS
At TDBFG, the customers we serve have a far-reaching span
of financial goals. We’ve responded by offering a wide choice
of flexible and accessible products and services. Among the
most diversified financial companies in North America –
providing personal, commercial, and wealth management

services for individuals, and capital markets expertise for
corporate and institutional clients – we’re also a leader in many
areas and continually recognized by outside organizations for
our achievements. For example:
• 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.
• Our Wholesale Banking operation is a leading Canadian
franchise serving corporate, government, and institutional
clients around the world.
• Wealth Management, which comprises our mutual funds,
discount brokerage, financial planning, and investment
management businesses, is one of Canada’s largest asset
managers, advisers, and distributors of investment products.
The investment industry recently selected TD Mutual Funds as
“Fund Company of the Year”, at the 10th annual Canadian
Investment Awards in December 2004. This coveted award is
granted to the fund company that demonstrates excellence in
a range of categories including performance, management,
and breadth of core fund offerings.

“My job is focused on identifying and ensuring we have accessible banking services
for our customers. Accommodating all customers is something I feel strongly about,
and it’s a strategic priority at TDBFG, demonstrating the importance we place on
ensuring a comfortable banking experience. Implementing design elements aimed at
physical and/or technological accessibility produces a much more inclusive environment
for the present and the future.” Martha Johnson, Manager, Accessibility
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AWARD-WINNING INTERNET BANKING
ON TOP OF BEING CONSISTENTLY RECOGNIZED AS A LEADER
IN BRANCH BANKING, TD CANADA TRUST HAS CANADA’S
NUMBER ONE INTERNET BANKING SERVICE, EASYWEB, WITH
MORE THAN 4.5 MILLION WEB-BANKING CUSTOMERS.

In 2004, we won “Best Consumer Internet Bank in Canada”
and “Best Consumer Integrated Site in North America”
as part of the fifth annual World’s Best Internet Banks competition held by Global Finance, an international financial
magazine. This adds to recent awards from Speer &
Associates and Investment Executive.
In the Canadian Interactive Reid Report (Summer 2004)
published by Ipsos Reid, EasyWeb™ placed first in online
banking satisfaction among the major Canadian banks.
In the same report, TD Canada Trust was number one in
online usage, making it Canada’s most popular online
financial institution.

•
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Our different businesses are always evolving and continue to
fine-tune and widen their product offerings for customers. Here
are some highlights from 2004:
• TD Mutual Funds expanded its line-up of fund choices for
investors with eight new mutual funds.
• To make home, vehicle, and other purchases easier for customers, TD Canada Trust launched several new credit products
– the High Ratio Home Equity Line of Credit, the first of its
kind among major Canadian banks that lets customers access
up to 90% of the value of their home; the No Down Payment
Mortgage; and the Payment Advantage Auto Loan™, which is
similar to a lease, but eligible customers own their vehicle and
can pay off the loan at any time or return the vehicle.
IMPROVING THROUGH STRATEGIC CHANGES
Growing our customer base
In October 2003 we purchased 57 Laurentian Bank branches
in Ontario and Western Canada. During 2004 we successfully
integrated the branches within our network and welcomed
the holders of 140,000 accounts and hundreds of employees
into our organization. Fifty-two of the branches merged into
52 existing TD Canada Trust locations, and the remaining five
branches stayed in their location but now operate under the
TD Canada Trust banner.
Laurentian customers were kept informed at all times of our
progress, received a personalized guide explaining the changes
they’d see to their specific products, and had access to a dedicated toll-free number to ask questions. Based on feedback, our
new Laurentian-heritage customers are pleased overall with the
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Opposite page: Bonnie Lutes (left) of TD Canada Trust helps Kathy
Shultz of Laurentian Bank get ready for conversion/merger weekend.
This page: TD Waterhouse opened new, state-of-the-art investor centres
in Quebec City and West Vancouver, offering investors access to free
educational seminars, financial planning advice, WebBroker trading, and
real-time data feeds from stock exchanges.

high level of service, which in many cases is being provided by
Laurentian-heritage employees. We had anticipated that integration would result in reduced hours or the elimination of at least
250 jobs; we were able to minimize the overall loss to 150 jobs.
Pursuing growth opportunities in the U.S.
In August 2004, TDBFG signed a definitive agreement to acquire
majority interest in New England-based Banknorth Group, Inc.,
one of the 30 largest publicly traded personal and commercial
banks in the U.S. and recognized by Forbes magazine as the
best-managed bank in America. The acquisition will provide
TDBFG with a significant personal and commercial banking footprint in the U.S. The acquisition is subject to shareholder and
regulatory approval.
LISTENING TO OUR CUSTOMERS
At TDBFG, we have clear and open communication channels

via telephone, electronic channels, or business banking services.
Each year, we set targets linking customer service levels to
employee compensation.
In 2004, approximately 400,000 customers were surveyed
and, on a corporate composite basis, we surpassed our 2003
results and nearly achieved our 2004 target. The categories in
which we performed particularly well (exceeding scores of 95%)
included:
• treating customers in a respectful manner;
• processing transactions quickly and accurately;
• handling customer requests; and
• giving undivided attention.
We learned that the customer sales experience can be further
improved in terms of giving advice based on customers’ needs,
helping customers work toward achieving their goals, and
explaining services in a way that is easy to understand.

in place for our customers. We want to be recognized as a
company that listens to its customers….and responds.

Customer Service Index (CSI) Scores
TD Canada Trust
100

Survey a key feedback tool
How do we know if our service is up to par? We find out by
frequently surveying our customers. It’s part of our focus of paying serious attention to what counts to our customers. We need
to know what we’re doing right and where we’re falling short,
so TD Canada Trust continually monitors service quality through
Customer Service Index (CSI) research. Customers are surveyed
within a few days of their banking experience in our branches or
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This page: TD Securities traders successfully launched the largest ever
single Canadian government bond on behalf of Canada Housing Trust,
helping to sell out the mammoth $5.5 billion transaction at record speed.
Opposite page: In 2004, we enhanced many of our administrative
procedures so that employees like Financial Advisor Margaret Hiscock
could devote more time interacting with customers.

Resolving customers’ concerns
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. Enhancing the problem
resolution experience is an ongoing endeavour, and every year
we continue to make improvements based on customer feedback. In 2004, we provided additional training for employees
and we also worked on building a specific computer system
that employees at all levels could use to better record, manage,
and track the resolution of customers’ problems.
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. The
Ombudsman acts as an independent intermediary between
customers and TDBFG, striving to resolve all problems fairly
and impartially.
In 2004, 174 new files were opened for investigation by the
Ombudsman’s office, dealing with processing and transaction
issues across TDBFG’s product base. In 36% of these cases,
the TD Ombudsman ruled in full or partial agreement with the
customer. Investigations opened by the TD Ombudsman were
down 40% from the 285 investigations opened in 2003, in part
due to changes made in some of the business units that have
successfully addressed ongoing issues. A total of 47 files investigated by the TD Ombudsman were escalated by customers to the
financial industry’s Ombudsman for Banking Services and

Investments (OBSI), representing a decrease of 11% from the
53 files escalated in 2003.
More info: td.com/ombudsman_report.jsp

Continuous improvement in
making customers comfortable
Internal studies indicate our branches spend too much time performing non-customer-facing or administrative duties. To address
this challenge, we’ve been streamlining many of our procedures
so employees can spend more time with customers. Some major
enhancements realized in 2004, including a new, improved Bank
Account Opening process and the elimination of unnecessary
time-consuming branch activities, have created hundreds of
thousands of hours employees can now use to serve customers.
There are many technological enhancements planned for 2005,
such as upgrades to our mutual fund and loan systems, that will
improve branch processes and continue enhancing the overall
customer experience.
PROTECTING OUR CUSTOMERS
We’re dedicated to helping our customers conduct their
financial affairs in a safe, private manner.
Privacy
TDBFG is one of the top nine most trusted companies in Canada
when it comes to customer privacy, according to a September
2004 survey of Canadian consumers by the U.S.-based Poneman
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tion infrastructure on an ongoing basis with employee training
in anti-money laundering and terrorist financing procedures,
risk management measures, and sophisticated tracking tools to
monitor suspicious transaction activity.
TDBFG has implemented the procedures outlined in the
Canadian government’s Proceeds of Crime (Money Laundering)
and Terrorist Financing Act. This Act sets out requirements for
financial institutions, including: client identification; retention
of files; and reporting and record-keeping requirements for large
cash transactions, suspicious transactions, and international
electronic funds transfers. TDBFG also participates actively in
the Canadian Bankers Association’s Bank Crime Prevention and
Investigation Office, the purpose of which is to protect bank
customers against financial crime including money laundering,
terrorist financing, and credit and debit card fraud.
Institute. We’ve had a Privacy Code since the early 1990s, and
our policies and practices comply with applicable federal and
provincial privacy laws about the collection, use, disclosure, and
protection of personal information. An executive privacy council
and management committees regularly review Bank operations
to ensure privacy compliance.
More info: td.com/privacy

Information Security
A dedicated team of more than 60 security professionals have
specific responsibility for ensuring that there are thorough 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 unlikely 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 problems of money laundering
and terrorist financing, 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 detec-

Federal Consumer Protection Measures
TDBFG implements the federal government’s consumer protection measures for financial institutions. These cover clear and
timely disclosure of charges, terms, interest rates, and conditions; acceptable sales processes; customer problem resolution
procedures; and branch closures, among other things. We’re
committed to respecting each customer’s right to freely choose
financial products, services, and providers, and to providing
information to enable educated decisions. TDBFG also meets
federal government Access to Basic Banking Services (ABBS)
regulations, which spell out identification requirements to open
new personal deposit accounts and cash federal government
cheques. TDBFG works hard to ensure our compliance with
these measures at all times by implementing policies, ongoing
assessment procedures, and organization-wide training.
More info: td.com/customer.jsp

Employee Ethics
To uphold the highest standard of ethical business and personal
conduct at all times, our people are bound by TDBFG’s formal
code of ethics as a condition of employment. Known as our
“Guidelines of Conduct and General Regulations,” they state
the fundamental principles, norms, and behaviours that are
expected of all employees, officers, and directors worldwide in
the course of their jobs; in particular, dealing with customers
and customer information. These include policies on: bribery;
corruption; theft; substance abuse; money laundering; trading
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Left: Janet Howel, Regional Risk Advisor, TD Canada Trust, Ontario
Central Region conducts a “lunch and learn” workshop with employees
to review things like fraud detection tips and the latest process
improvements.
Right: TD Asset Management’s Margot Naudie (left), who successfully
manages several mutual funds in the energy and resources sectors,
checks in with equity trader Judy Nishimura to keep up on market trends.
Opposite page: Ensuring our ABMs and branches are accessible to all
customers is an ongoing priority at TDBFG.

on inside information; commission sharing; harassment and
discrimination in the workplace; confidentiality of customer
information; among others.
We have an annual online attestation process in place to
ensure all employees sign and acknowledge their understanding
of these and other key policies. Any breach of these policies
included in the annual attestation is considered a serious offence
that may lead to dismissal. Employees are obligated to report,
in a timely fashion, any possible violations of the Guidelines of
Conduct they may witness. In November 2004, we launched
a “Financial Matters Whistleblower Program,” a new way for
any TDBFG employee anywhere in the world to raise concerns
about the integrity of TDBFG’s accounting, internal controls, or
auditing matters. Through this program, employees can report
concerns to EthicsPoint, an independent, third-party vendor
providing a confidential and anonymous reporting channel.
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.

ENSURING ACCESS TO FINANCIAL SERVICES
Our commitment to serving customers with diverse needs is
underscored by our drive to deliver a comfortable, inclusive
banking experience to all customers, including persons with
disabilities, those with modest or no income, and seniors.
At TDBFG, we have many initiatives in place to help make our
products and services accessible to everyone. There’s much more
work we need to do and in 2004 we created a new position
dedicated to providing expertise on issues that affect customers
with disabilities and to developing programs to enhance accessibility. Here’s a glance at some of our existing activities:
• We offer monthly personal account statements in either
Braille or a larger font on request for customers with visual
impairments.
• 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 communication with our customers who are deaf,
deafened, or hard of hearing. Our monthly statements now
include the TTY phone number.
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Most of our more than 1,000 ABMs are wheelchair-accessible
and incorporate lower screens and buttons, plus partial
shelves to accommodate wheelchairs. In 2004, we installed
Braille keypads at 100 ABMs across Canada. We’re also on
target for implementing the device guidelines of the Canadian
Standards Association’s Barrier Free Design for ABMs (B651.1)
by October 2006. To this end, we’re planning a host of new
ABM features such as audio capability, larger screen fonts and
receipts, and graphic textile (raised letters).
We’re constantly upgrading our facilities to improve customer
accessibility, including 64 projects undertaken at our retail
branches last year ranging from upgrading automatic door
operators to creating barrier-free teller stations. All new
branches and facilities that we open are designed to be completely accessible and include automated-accessible doors,
vestibules and washrooms; wheelchair-friendly ramps, vaults,
and service areas; side-access ABMs accessible from wheelchairs; and, where parking is provided, at least one parking
space designated for customers with disabilities.
For customers with modest or no income, we strive to deliver
a simple, straightforward account opening process and offer
a very affordable Value Account as part of our commitment
to the Government of Canada to ensure a basic, low-fee
banking plan is available.
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.
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Extended TD Canada Trust service hours, including early
morning, evening, or Saturday service at many locations, are
an important part of our comfortable experience philosophy.
Our hours of service continue to distinguish us from our
competitors, as TD Canada Trust branches are open an
average of 49 hours per week compared to an average of
35 hours per week at our major bank competitors.

REACHING ALL CULTURES
Our customers come from diverse cultural backgrounds, so we
try to tailor our services for 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, as well as 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 marketed by Aboriginal people, for
Aboriginal people, with approximately 68% of the staff of
TRAINING PROJECT STRENGTHENS CUSTOMER SAFEGUARDS

Being knowledgeable about financial products and skilled
at providing good customer service are job requirements
for TDBFG employees on the front lines. Plus our people
must also be up-to-speed on customer protection issues
to ensure the interests of our customers are safeguarded
at all times. This involves understanding numerous, often
complex consumer protection regulations that apply to
financial institutions and being alert to ways of protecting
customers and TDBFG against financial fraud.
To emphasize and enhance our focus on customer protection, during 2004 TDBFG rolled out to more than 40,000
employees a massive new online training program. The
program consists of three courses dealing with (i) anti-money
laundering, (ii) privacy protection, and (iii) federal consumer
protection measures. This new training updates and strengthens previous learning materials and is more accessible to
staff. New employees take the courses as part of their
initiation and existing staff take refresher training regularly.
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Reaching out to our multicultural population, we try to offer services
to meet the needs of each community. For example, we make a range
of our product and marketing information available in Chinese.

Aboriginal descent. It is the first Canadian bank with exclusively
Aboriginal common share ownership and has been growing
steadily since inception, attracting Aboriginal customers, as
well as contributing to Aboriginal economic development.
First Nations Bank offers a full range of personal and business
banking services and operates four full-service branches – in
Winnipeg, Manitoba; Saskatoon, Saskatchewan; Walpole Island,
Ontario; and Chisasibi, Quebec. In 2004 a First Nations Bank
employee was posted at the TD Canada Trust branch in
Whitehorse, Yukon, to service customers in that market. In
an effort to provide access to financial services in small rural
Aboriginal communities, First Nations Bank also operates two
Community Banking Centres in conjunction 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

WORKING HARD FOR SMALL BUSINESS
TDBFG has the second-largest number of small business
customers among Canadian banks – more than 540,000
across Canada. In 2004, we authorized over $9.4 billion in
financing of $500,000 or less and $4.1 billion in financing
of less than $100,000.
Small businesses matter. According to Statistics Canada,
the small business sector creates 70% of all new jobs in the
economy and employs a full 55% of working Canadians.

A true engine of economic prosperity, small businesses – from
self-employed professionals to family enterprises – work hard
to make their ventures as successful as possible. At TDBFG, we
believe it’s our responsibility to work just as hard to help them
achieve their goals. Having a strong working relationship with
their bank is important to their company and fundamental to
its growth.
Access to financing
Our commitment to small business starts by facilitating access to
credit. Quick, flexible financing tops the wish list of most entrepreneurs. That’s why we’ve made our application process and
information requirements 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. Our products include secured
and unsecured loans, lines of credit, and business mortgages, as
well as specialized products and programs for farmers. New and
renewed small business financing initiatives in 2004 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.
• A direct marketing venture was introduced in Quebec to
provide small business access to credit in a fast, easy format.
New customers were able to call a bilingual toll-free number
and receive a credit decision in minutes.
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Small businesses are an important customer group for TDBFG. We provide
a wide range of products, services, and resources to help them start and
grow their business.
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TD Canada Trust continued to offer and promote via advertising the 1% Below Prime Small Business Loan program as part
of the Ontario government’s Small Business Investment Tax
Credit (SBITC). The loan offered 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 governmentguaranteed loan for the summer months with full repayment
due October 31 of the year in which the loan was made.
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.
We’re always looking for ways to provide business the larger
credit they require to improve business efficiency. We contacted 19,000 small business owners for a unique credit and
deposit offer designed for borrowing needs up to $250,000.

Specialized business services
Credit solutions are only part of what we offer. To fulfill their
dreams, small business owners need banking service that’s quick,
efficient, and error-free. We make it easier for busy owners to

take care of their financial affairs around the clock with longer
branch hours than our major competitors, Business Tellers in half
of our branches, and EasyLine and EasyWeb, our convenient
phone and highly rated Web banking services.
The sales people in all our retail branches are trained and
equipped to meet the everyday banking needs of small businesses and their owners. Our sales people are supported by a group
of several hundred small business and agricultural specialists. We
also have a host of helpful tools available, such as our online
Small Business Resource Centre, and our experts frequently
share their knowledge with small business owners at seminars
and conferences (see page 12).
We listen to small business
As with our personal customers, we regularly undertake research
into the issues and concerns affecting our business clients –
including through Customer Service Index surveying (see page
39) and Customer Panel processes whereby branch managers
convene with four to five business owners at a time to get feedback and suggestions on how we can improve. We know that
each moment counts for time-pressed entrepreneurs, so we’re
constantly looking for ways to speed up our processes. In 2004
we set up a new account opening system to make business
account opening faster and easier.
More info: tdcanadatrust.com/smallbusiness
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2004 HIGHLIGHTS:
$3.8 BILLION IN SALARIES AND BENEFITS • $50 MILLION INVESTED IN
TRAINING AND DEVELOPMENT • NEW DIVERSITY STRATEGY AND
TOOLS • EXCELLENT HEALTH AND SAFETY RECORD • CONTINUED RISE
IN EMPLOYEE SATISFACTION SCORES

The future matters

to our employees
Employees are a critical part of TDBFG’s competitive advantage. Present and future success as an
organization can only be attained through the
efforts of our people.
Employees matter. They attentively serve the financial needs of
approximately 13 million customers, keep our global operations
up and running smoothly, and make us a leading North
American financial institution. That’s why at TDBFG we strive to
give current and potential employees many reasons to choose to
work for us. We want to be known as a great place to work, a
place to build rewarding careers. And we want to be recognized
for how well we treat our employees.
Our company has developed a comprehensive human
resource management system with policies and practices centred
on fostering diversity, respecting human rights, developing
employees, and creating a safe, healthy, and comfortable workplace. In the end, we hope to build employee engagement and
long-term relationships with our people.

ENSURING STRONG EMPLOYEE RELATIONS
With 40,982 employees from coast to coast, we’re proud to be
one of Canada’s largest employers. We also have an additional
4,215 people in our international locations, based primarily in
the U.S., the U.K., and Asia Pacific for a worldwide total of
45,197 employees.
Full-Time
Employees

Part-Time
Employees

Total

Province/Territory
British Columbia
Alberta
Saskatchewan
Manitoba
Ontario
Quebec
Newfoundland and Labrador
New Brunswick
Nova Scotia
P.E.I.
Yukon Territory
Northwest Territories
Nunavut

2,309
2,742
281
410
20,582
2,456
70
222
382
32
13
7
0

1,342
1,365
245
262
7,230
645
43
135
173
22
11
3
0

3,651
4,107
526
672
27,812
3,101
113
357
555
54
24
10
0

CANADA

29,506

11,476

40,982

4,137

78

4,215

33,643

11,554

45,197

INTERNATIONAL
WORLDWIDE TOTAL
Employment figures as at October 31, 2004.

“I have two sons entering the workforce in a few years. It’s important for me to work to
achieve an environment in Canada where they can strive to reach their goals without
arbitrary or systemic barriers. I’m proud that TDBFG is prepared to entertain a dialogue
around these issues – because the discussion is not always easy or comfortable – and
actively works at developing workplace values that celebrate diversity.”
Josephine Grayson, Manager, Employee Diversity (centre) with colleague Andrea Louca,
Diversity Officer
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Left: We strive to recognize employees for outstanding work and contributions they make to business
development, including these employees who were
rewarded with a $5,000 cheque.
Right: Employee feedback helps us enhance our
human resource (HR) programs, which led to the
creation of HR Self-Service, a new easy-to-use
online tool for Canadian-based employees that offers
quick, direct access to their personal or team’s HR
information.

Rewards and Recognition
In 2004, TDBFG paid nearly $3.8 billion in salaries and employee
benefits. We’re committed to providing all our employees with a
total offering that includes competitive pay, benefits, various
performance-based incentive plans, and discounted banking
products and services. For example:
• The TDBFG Benefits Plan provides core benefits coverage
that acts as a safety net in situations such as disability or
serious illness. Employees can purchase additional benefits
that are partly subsidized by TDBFG.
• The TDBFG Pension Plan helps employees build retirement
savings.
• Our Employee Savings Plan enables employees to participate
in the long-term success of the company. They can purchase
TD Bank shares through the Plan, with the Bank matching
50% of all contributions they make up to a set maximum.
In 2004, more than 75% of eligible employees participated
in the Plan.
Salaries and Employee Benefits
2004

2003

2002

Salaries
Incentive compensation
Pension and other
employee benefits

$ 2,254
1,084

$ 2,304
986

$ 2,273
875

442

468

418

Total

$ 3,780

$ 3,758

$ 3,566

(in millions of dollars)

Acknowledging and celebrating the successes of individual
and team efforts is paramount to the employee experience.
We have a number of programs in place to recognize job
performance, loyalty, and contributions our employees make
to the organization.
For instance, our process for year-end performance assessments and mid-year reviews provides the opportunity for all
employees and managers to discuss their progress against
performance objectives and to jointly set goals and personal
development activities. In 2004, 130 TDBFG employees were
honoured with the National Award of Excellence, an award
program through which recipients are nominated by their
co-workers for demonstrating excellence in their daily work.
Virtually all of our individual businesses have programs in place
that recognize the contributions of their employees. Other
programs include the Service Recognition Program that
awards employees for years of service with the company.
Working at TDBFG also offers a wide range of professional
career opportunities – from investment management, insurance,
and financial planning to branch banking and head-office
functions. We believe in promoting from within wherever
possible and in letting employees widen their skills by taking
on different roles across the company.
A Supportive Work Environment
Beyond pay and benefits, our people have told us that fostering
a helpful, caring, and supportive workplace is essential to their
relationship with us. To achieve this, we offer various employee
programs such as the Employee Assistance Program (EAP) and
flexible work arrangements.
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TD Pulse Scores
4.00
3.90
3.80
3.70

Employee satisfaction scores have continued to increase since the TD
Pulse employee survey began in its current form in 2001. Over 90% of
our workforce participates in the surveys.

3.60
3.50
Fall 01

Spring 01

Fall 02

Spring 01

Fall 03

Spring 01

Fall 04

The EAP is a voluntary, confidential counselling and referral
service accessible by all employees and their immediate family
members at no cost. It is designed to help them deal with
personal concerns, such as relationship issues, addiction or
substance abuse, stress, grief, anxiety, and depression. The
program also assists employees in locating child and elder care
resources. In 2004 the EAP was expanded to offer financial
counselling and online wellness and work/life information tools.
Available 24 hours a day, seven days a week, the EAP is run by
an independent third-party program provider and TDBFG
receives no information on an individual’s use of the service.
To help employees juggle busy careers and personal lives, we
offer innovative work/life options and resources. We continue
to receive a positive response to these programs with employees
from all areas taking advantage of our many flexible work
choices; for example, Flexhours allows employees to work
their full number of daily and weekly hours while varying their
start and end times, and Flexjob enables employees to share
a full-time position with a colleague.
In addition, employees may choose from several leave of
absence options in the event they need to take time away from
work to attend to personal matters. Compassionate Care is a
new option launched last year that provides up to eight weeks’
absence from work without pay to provide care or support to a
family member who is gravely ill. There are also three types of
child-care leave options available – maternity leave, adoption
leave, and parental leave.
In situations of job loss, staffing reductions, or consolidation,
we have redeployment, retraining and outplacement services in
place to help employees with these changes. Employees are first

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

given the opportunity to apply for other jobs internally. For
those who transition outside the organization, severance
packages are offered that meet or exceed industry standards
to support them during these times.
Listening to Our Employees
To be the better bank means fostering a positive and productive
workplace by allowing employees to candidly express opinions
on issues affecting them and working to address areas in need
of attention.
To measure and improve employee engagement we have
TD Pulse, a company-wide, year-round survey process used to
collect and act on employees’ feedback about the organization,
their manager, team, career, and work environment. To ensure
confidentiality, survey data is collected and tabulated by an
outside firm. Twice a year, managers receive a report on survey
results – and are expected to facilitate and take action on issues
that are important to their teams.
Action Planning is the most critical step in the survey process
as it enables all employees to actively participate in ways to
make TDBFG a better place to work. In 2004 our goals were
to engage more teams in Action Planning, position TD Pulse as
a year-round tool, and introduce on-line tips and tools for
facilitating sessions, actively managing plans, and measuring
progress. Action Tracker – an online central repository where
action plans are submitted, reviewed, and shared – was
launched in November 2004. We will be working with employees and managers to help them see the benefits of Action
Tracker in the coming year.
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Left: “TD has really supported me,” says Michelle Ramos, an Administrator
at TD Life Insurance who was born completely deaf. “They bring interpreters in for the monthly staff meetings; I could never lip-read everyone
at once and I get to see that others on my team have the same questions
about our job as I do; it’s great for my morale.” Michelle recently celebrated
her 10-year anniversary with TDBFG.
Right: We treat learning as a fundamental part of our business, allowing
us to attract and retain the most talented employees. During a hands-on
workshop, Cathy Belanger teaches employees project management
fundamentals.

In 2004, over 90% of our global workforce participated in
the spring and fall TD Pulse surveys. This participation is well
above the norm for employee surveys and demonstrates the
tremendous buy-in for the TD Pulse survey around the organization. While there are many issues that we must continue to
address, 2004 survey results were very positive. Our performance
continues to improve as the overall score has increased on every
survey since the integration of TD and Canada Trust in 2001.
Besides TD Pulse, we’re constantly listening to how our
employees feel about their work environment and related job
issues. For example, in 2003, we launched a major project called
IMPACT (Improving Process and Changing Together) to identify
and address more than 200 obstacles to employee comfort as
identified by employees themselves. By the end of 2004, we had
resolved over 90% of these issues. A large portion of these were
addressed with the introduction of HR Self-Service (HRSS) in
July 2004, an easy-to-use online tool that gives every employee
quick, direct access to personal, employment, compensation,
and vacation information. HRSS will continue to evolve over
time, bringing new information and improved capability to
employees and people managers.
INVESTING IN TRAINING AND DEVELOPMENT
Each year we invest approximately $50 million in employee
training and development.
At TDBFG, there is a strong focus on people development.
Employees want to grow in their roles, as well as build experience to achieve their full potential and long-term career goals.
We offer a broad range of training programs in different formats, including in-class instruction, Web-based learning, and job

aids. In 2004, there were more than 50,000 training days, ranging from two-day experiential sales training to short 30-minute
self-study modules on process improvements. This represents an
average of nine hours of internal training per year per employee.
We’re continually introducing new educational initiatives in
response to employee needs and requests. In 2004, for instance,
two innovative programs were launched, one of them a major
online compliance training program dealing with consumer protection, anti-money laundering, and privacy issues (see page 43).
Virtually the entire organization completed the program, and
employees had to successfully pass a mastery test before being
declared successful. We also initiated E.Roleplay, created specifically for managers and District Vice Presidents to develop their
coaching skills using real-life examples where they interact with
actors over the telephone. The response to this role-playing has
been overwhelmingly positive.
We also encourage employees to continue upgrading their
knowledge by taking courses and seminars offered by universities, colleges, and other educational institutions. Through our
Tuition Assistance Program, both full-time and part-time
employees can access up to $3,000 per year for tuition and
compulsory textbooks. In 2004, we invested $12.7 million in
external tuition fees on behalf of our employees.
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 graduates
the opportunity to learn and gain practical work experience,
TDBFG hosted 19 interns in 2004 and sponsored two internships at a not-for-profit organization. Since 2002, we have
hosted 55 interns within our organization.
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BUILDING DIVERSITY
At TDBFG, diversity is about more than cultural diversity. It also
means working to accommodate people with disabilities and
reflecting the communities we serve.

Career Bridge: This innovative internship program launched
in 2004, with the aim of addressing the dilemma of highly
qualified candidates being underemployed upon coming to
Canada. TDBFG has committed to support this program and
hosted four interns last year (see page 6).
On-Campus Recruitment: TDBFG participated in over
20 recruitment initiatives and career fairs at campuses
throughout 2004, providing students with the opportunity
to interact with TDBFG representatives. We also sponsored
events including the Inter-Collegiate Business Competition,
Undergraduate Business Games, and the Women in
Leadership Conference.
Recruitment Technology: In May 2004, TDBFG successfully
launched a new online external recruiting system that
simplifies the application process for candidates applying
for positions at TDBFG. Candidates now create an electronic
profile of their skills and work experience and search and
apply for job opportunities online.

•

•

•

Not only is it the right thing to do, as a customer-driven organization we know that resembling our customers enables us to
maintain and grow strong customer relationships today and into
the future. TDBFG has a formal diversity and employment equity
policy that outlines our company’s principles of fairness and
equality. The policy guides employees to additional policies that
support our diversity strategy, including our Respect in the
Workplace anti-harassment policy, which details complaint procedures and management responsibilities, and our Workplace
Accommodation Policy, which informs employees of their
rights and responsibilities and how to request a workplace
accommodation.
We focus on fairness and equal opportunity for all employees
including members of four designated groups – women, persons
with disabilities, Aboriginal peoples, and visible minorities.
Canada’s Employment Equity Act requires federally regulated
employers like TDBFG to monitor and report annually on the
representation of these groups within their workforces. We are
pleased with our progress in reflecting women and visible
minorities but we have work to do to increase representation
and advancement opportunities for Aboriginal peoples and
persons with disabilities.
In August 2004, driven by TDBFG’s President & CEO Ed Clark,
we launched new tools to educate and support all employees
in creating an inclusive workplace. Last year we also created
a Human Resources Diversity Council with representation from
every business and introduced a comprehensive diversity strategy.
A key component of the strategy is our educational program –
Valuing Diversity – which has included the participation in

Employment Diversity
Visible
Minorities

Women
TDBFG 1
Average % at five other major Canadian banks 1
All sectors in Canada 2
1

2

2003

2002

2003

2002

69.1%
71.9
N/A

70.3%
71.9
44.4

21.6%
16.3
N/A

20.5%
17.1
12.2

Percentage of workforce as at December 31, 2003 and December 31, 2002 respectively. Other bank
data sourced from Canadian Bankers Association.
Percentage of workforce shown for 2002 only as data for 2003 was not available at time of printing
(source: Annual Report, Employment Equity Act, 2003. Appendix E, Table 2. Human Resources and
Skills Development Canada)

Aboriginal
People
2003
1.0%
1.2
N/A

2002
1.0%
1.2
1.7

Persons with
Disabilities
2003
1.3%
2.5
N/A

2002
1.3%
2.5
2.4
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half-day diversity training sessions by all executives and human
resources practitioners. This is being followed by participation of
our people managers throughout 2005.
Supporting Women
• We have processes in place to identify external candidates
and high-potential female employees for promotion into
senior management roles. In 2004 seventeen women were
promoted or hired into senior levels, including an Executive
Vice President into Corporate Finance, a Senior Vice President
into Corporate Operations, and a Senior Vice President to
head TD Canada Trust in Quebec.
• TDBFG sponsors and participates in organizations that
promote the advancement of women, such as the Women
of Influence luncheon series, the Canada’s Most Powerful
Women Summit, and Women in Capital Markets (WCM).
WCM is a volunteer organization to promote the entry,
development, and advancement of women in capital markets,
and TDBFG continues to hire WCM scholarship recipients for
summer positions.
Supporting Aboriginal Peoples
• We have established connections with the Canadian Council
for Aboriginal Business and the Interprovincial Association for
Native Employment to help recruit Aboriginal persons to 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, 68%
of First Nations Bank employees are of Aboriginal descent
and, as the bank expands into new locations, employment
opportunities are expected to increase.
TDBFG EXECUTIVES AMONG CANADA’S TOP 100 WOMEN

In 2004, four of TDBFG’s female executives were recognized
for their achievements, influence, and contributions to
Canadian society by the Women’s Executive Network, in its
second annual Canada’s Most Powerful Women: Top 100
awards. Congratulations go to executives Andrea Rosen, then
President, TD Canada Trust; Diane Walker, Chief Administrative
Officer, TD Waterhouse U.S.A.; Colleen Johnston, Executive
Vice President, Finance Operations; and Barb Palk, President,
TD Asset Management.

•

•
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TDBFG 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
In 2004, TDBFG undertook a major effort to improve our recruitment and support of people with disabilities. Initiatives included:
• A new and improved Workplace Accommodation Policy. The
policy and administrative guidelines help to eliminate workplace barriers and provides all employees with a means to
request assistance such as modification to a workstation or
specialized equipment.
• More than $100,000 was spent putting accommodations into
place and testing adaptive technologies on various platforms
to ensure the best employee experience.
• Hiring of a dedicated recruiter to specifically focus sourcing
efforts on persons with disabilities.
• Building partnerships with community organizations delivering
employment services to clients with disabilities to help us
source candidates. Such groups include Epilepsy Toronto,
Community Living, the Canadian Council on Rehabilitation
and Work, Strategic Employment Solutions, the Canadian
Paraplegic Association, Line 1000, and Linkup Employment
Services.
• Community Organization Day, a career fair format sponsored
by our HR Diversity Council and held on TDBFG premises.
Ten organizations that serve persons with disabilities were
invited to set up displays and present seminars to TDBFG’s
HR employees on issues such as recruitment, workplace
accommodation, and technology and accessibility.
Our efforts are having a positive effect. There has been a
tremendous boost in the flow of candidates from the community, in the number of candidates with disabilities interviewed by
hiring managers, and in the number of job offers to persons
with disabilities. We are pleased to provide employment
opportunities for talented people who, in the past, may not
have considered TDBFG as a potential employer.
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TDBFG President and Chief Executive Officer Ed Clark (centre) discusses
business ideas with employees Barb Merhi (far left), Branch Manager, TD
Canada Trust; Stella Partipilo, Branch Manager, TD Canada Trust; and
Chris Stamper, District Vice President, TD Canada Trust.

Supporting Visible Minorities
• Our 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.
• TDBFG is updating employee and executive recruitment
practices to ensure our hiring reflects the diverse nature
of the communities we serve.
• To expand our recruitment pool, we are developing partnerships with organizations in the community such as Skills for
Change, and last year we were one of the sponsors of their
New Pioneers Award.
• 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.
More info: td.com/hr

CREATING A SAFE AND HEALTHY WORKPLACE
TDBFG has a formal policy and program addressing organizational health and safety issues. A National Policy Health and
Safety Committee meets at least nine times per year to examine
relevant issues and monitor data on work accidents, injuries,
and hazards. Each branch and office is required to have a Health
and Safety Representative who works with his or her colleagues
to ensure the maintenance of a safe and sound working
environment, including thorough monthly inspections and the
filing of records and reports. All new managers and Health
and Safety Representatives undergo specialized training on
an ongoing basis.
We meet or exceed all applicable building codes and develop
programs to protect and improve workplace conditions. Human
Resources’ trauma training and tools ensure that traumatic
situations are managed and communicated effectively and that
employees receive appropriate support. We provide a Workplace
Health and Safety intranet site from which employees can access
educational tools, our online accident reporting system, and Health
and Safety Committee information such as meeting minutes.
Employees and managers play a valuable role in maintaining
TDBFG’s excellent health and safety record. The risk of occupational accidents, however, is an unfortunate reality, and we try
our best to prevent them from occurring. In 2003, a total of
932 employee days absent were as a result of a workplace injury
beyond the day of the injury. Refer to the chart on page 55 for
additional workplace accident statistics.
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Peggy Edwards (right) is Executive Director of Skills for Change, a
not-for-profit organization TDBFG works with that educates companies
on diversity issues and provides training opportunities for immigrants
and refugees so that they can participate in the workplace.

TDBFG is a leading workplace for visible minorities
Visible minorities are important players in Canada’s workplace, according to the
Canadian Race Relations Foundation. They make up almost 13% of the labourmarket and accounted for 70% of employment growth in the decade ending in 2001.
By 2016, visible minorities could reach 18% of Canada’s total labour force.
That’s why we’re proud at TDBFG to have been recognized as a top recruiter and employer of visible
minorities, in a groundbreaking assessment conducted in 2004 by Canadian Business in partnership
with multicultural broadcaster OMNI Television. TDBFG ranked second among 70 large Canadian
corporations for our representation of visible minorities throughout the organization. Today visible
minorities account for more than 21% of our workforce.
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Left: Essential to TDBFG’s competitive advantage are our highly talented
employees, such as this Montreal-based team that plans and optimizes
inbound calls and outbound activities of our insurance businesses’ client
service centers.
Right: TD Meloche Monnex employees Cindy Butterfield (centre), Paul
Brochu (left), and Sophie Desjardins during a performance evaluation as
part of a new contribution management program.

TDBFG Workplace Accident Statistics 1
20032

2002

Minor Injuries –
Injuries that are treated in the
workplace, with no time lost
beyond the day of the injury

230 (0.5%)

219 (0.5%)

Disabling Injuries –
Injuries that result in lost time
in the workplace on any day
following the injury.3

78 (0.2%)

76 (0.18%)

1

2

3

Total workplace accident statistics as at end of fiscal year. Figures in
parentheses show accident statistics as % of TDBFG population as at end
of that fiscal year.
Latest data available. 2004 data will be reported to the federal government in
spring 2005.
No disabling injuries in 2003 or 2002 resulted in permanent loss or loss of
use of a body part or function. No workplace fatalities occurred in 2003 or
in 2004.

RESPECTING HUMAN RIGHTS
We are committed to providing fair and equal access to all
programs and to ongoing monitoring of human rights practices.
At TDBFG, we have policies, guidelines, and procedures in place
to deal with all aspects of human rights relevant to our operations, including monitoring and reporting systems. We ensure
that all human resources policies are nondiscriminatory and
accessible in print or online to employees, including policies
on recruitment, performance management, training, and career
opportunities.

TDBFG carefully adheres to, and in many cases exceeds, all
applicable labour laws and standards addressing human rights
issues such as health, safety, equal pay, and hours of work
guidelines. These include the Employment Equity Act and the
Canadian Human Rights Act, employment standards legislation,
privacy legislation, and the Canada Labour Code. We support
internationally proclaimed human rights, including the Universal
Declaration of Human Rights, respect freedom of association,
and adhere to the highest standards in employee/management
relations. Our recruitment processes recognize all child labour
standards and we do not employ people under the age of 18.
A central corporate group within TDBFG advises human
resources practitioners on human rights issues and training. In
2004, we launched additional Bank-wide training to reinforce
our commitment to this issue. We also have a telephone-based
confidential complaint process called Between Us, run by
our employee ombudsman office, to assist employees with
work-related conflict resolution in a confidential manner.
Last year, Between Us received a total of 1,166 calls from
employees, which is down significantly from the 1,803 calls
received in 2003. In 2004, we also introduced a broader
employee complaint process, communicated through the
intranet and accessible to all TDBFG employees.
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2004 HIGHLIGHTS:
18.5% RETURN ON TOTAL COMMON EQUITY • TOTAL SHAREHOLDER RETURN
IMPROVEMENT OF 30% OVER TWO YEARS • THREE STRONG AND GROWING
BUSINESSES • LEADING CORPORATE GOVERNANCE PRACTICES

The future matters

to our shareholders
We are focused on maximizing long-term
shareholder value and are committed to
leadership in corporate governance.
TDBFG is a widely held company with thousands of shareholders. Shareholders and others interested in learning about our
financial performance and corporate governance initiatives
should refer to our 2004 Annual Report and our Management
Proxy Circular for the Annual Meeting to be held on March 23,
2005. Below we provide a few highlights.
2004 Financial Performance
We are extremely pleased with our performance in 2004. Two
years ago we made a big commitment to shareholders. After
very disappointing results in 2002, we said we would aggressively
reposition TDBFG to be a producer of consistent, sustainable
earnings growth. In 2004 we clearly demonstrated that we keep
our commitments. Shareholders with the patience to stay with us
over the past 24 months have seen diluted earnings per share
grow from a loss per share of $.25 to diluted earnings per share
of $3.39 on a reported basis, dividends rise 21.4%, and total
shareholder return jump 30%.
Corporate Governance
We are committed to leadership in corporate governance. We
have designed our corporate governance policies and our practices to ensure that we are focused on our responsibilities to
our shareholders and on creating long-term shareholder value.
TDBFG’s policies and practices meet or exceed applicable legal
requirements, and we monitor all proposed new rules and modify

our policies and practices to meet any additional requirements.
A few facts about our corporate governance practices:
• We have a strong, independent chairman with a clear
leadership mandate in corporate governance.
• The Board oversees management and major strategic policy
decisions for TDBFG.
• The Board, its committees, and the Chairman of the
Board operate under written charters setting our their
responsibilities.
• The Board continuously renews itself with high calibre
candidates with diverse skills and experience.
• The Audit Committee of the Board, not management,
is responsible for the relationship with the shareholders’
auditors.
More info: td.com/ar2004; td.com/governance

Financial Highlights 1
(at fiscal year-end October 31)

2004

2003

2002

$ 2,310
$311,027
$ 13,978
$ 32,126

$ 1,076
$273,532
$ 13,111
$ 28,784

$
(67)
$278,040
$ 13,041
$ 18,942

$

$

$

($ Canadian millions)

Net income (loss)
Total assets
Shareholders’ equity
Market capitalization
(values as indicated)

Dividends
($ per common share)
Return on common equity
Price earnings ratio
1

1.36
18.5%
14.5

1.16
8.7%
29.2

1.12
(1.3)%
–

These highlights are prepared in accordance with Canadian generally accepted accounting principles.
The Bank also reports earnings before the amortization of intangibles. For more information, refer to
our 2004 Annual Report.

“We recognize that good governance is much more than having a state-of-the-art
framework in place, such as the best charters and systems. It’s also about cultivating a
mindset based on transparency and openness among the Board, management, and
shareholders. We believe that sound governance fosters a well-run business where
people consistently work to put shareholders and customers first.” John Thompson,
Chairman of the Board
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Additional information
REPORT SCOPE
This Corporate Responsibility Report 2004 is published annually
and details our yearly community, social, economic, and environmental performance, as well as our ongoing activities and
commitments in these areas. It complements our 2004 Annual
Report, produced for our shareholders, which provides a detailed
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:
Canada Trustco Mortgage Company
Commercial Mortgage Operations
Company of Canada
CT Financial Assurance Company
Liberty Insurance Company of Canada
Primmum Insurance Company
Security National Insurance Company
TD Capital Group Inc.
TD Capital Mezzanine Partners
(QLP) L.P.
TD Capital Mezzanine Partners
(QLP) GP Ltd.
TD Capital Mezzanine Partners
(Parallel) L.P.
TD Capital Mezzanine Partners GP Ltd.
TD Capital Mezzanine Partners
(Non-QLP) L.P.
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.
TD Waterhouse Private Investment
Counsel Inc.
The Canada Trust Company
AMI Partners Inc. (30%)
Newcrest Capital Inc.
Cotyledon Capital Inc.
SCC Canada Inc.

(percentages indicate TD Bank’s ownership interest)

Please note that, effective January 1, 2005, Canada Trustco
Mortgage Company and The Canada Trust Company amalgamated and are continuing as The Canada Trust Company.
Public Accountability Statements for
Other Declarants Within TDBFG
This section provides the public accountability statement for
TD Mortgage Corporation (the “Declarant”) and covers the
Declarant’s 2004 fiscal year (November 1, 2003–October 31,

2004). The Declarant is a subsidiary of The Toronto-Dominion
Bank and is among the financial institutions within TD Bank
Financial Group.
For information on and examples of the Declarant’s goals
for community development and related activities (including
employee volunteer activities, philanthropic activities, charitable
donations, new initiatives and technical assistance programs
for financing for small business, investments or partnerships in
micro-credit programs, and initiatives to improve access to financial services for low-income individuals, senior citizens, and disabled 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 TorontoDominion Bank, which is hereby incorporated by reference. As a
member of TDBFG, the Declarant 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 Declarant. The
Declarant has no employees; all employees in Canada in TDBFG
are employees of The Toronto-Dominion Bank. The Declarant did
not open or close any branches for its 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 financing to firms in Canada was
made by The Toronto-Dominion Bank; none was authorized by
the Declarant. The affiliates of the Declarant are listed in and
covered by the foregoing public accountability statement for
The Toronto-Dominion Bank, which list is hereby incorporated
by reference.
Report Profile
Information in this Report was compiled from different areas of
TDBFG, including Human Resources, Government & Community
Relations, Legal, Retail and Corporate Real Estate, Compliance,
and Regional Offices. Each area has relevant policies 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, managers, and executives across
the organization reviewed all or sections of this Report as a
means of providing assurance to its accuracy, reliability, and
completeness.
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•

•

In preparing this Report, we were guided by:
Stakeholder input and expectations: 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.
Public Accountability Statement Regulations: As indicated
previously, this Report includes all content to satisfy federal
disclosure requirements.

•

•

Additional information

International standards: TDBFG continues to examine
various domestic and international standards for reporting on
corporate social responsibility (CSR). These standards have
been used in this Report where we believe they are relevant
to our stakeholders. In particular, the “Sustainability Reporting
Guidelines” of the Global Reporting Initiative (GRI) were
followed as a general reference. The GRI Guidelines present
voluntary reporting principles and advice to assist companies
in the preparation of CSR reports. Our 2004 Annual Report
should also be read in conjunction with this Report for a full
account of our activities, management systems, and overall
performance.

TDBFG is committed to integrating social, economic, and environmental interests
with our long-term corporate objectives, reflecting the values of all stakeholders
across everything we do.
Area

Ways We Measure Corporate Responsibility:

Social

•
•
•
•
•
•
•
•
•
•

Customer and employee satisfaction
Workplace practices and employee relations
Diversity and opportunity programs
Health and safety record
Employee training and education
Respect for human rights
Respect for customer and employee privacy and freedom of choice
Accessibility and safety of products, services, and facilities
Clear and timely disclosure of product information
Compliance with applicable laws and regulations

Economic

•
•
•
•
•
•
•
•

Return to shareholders
Support for small business
Support for local and national economic development
Community investments and involvement
Contributions to public policy process
Total payroll and benefits
Supplier relations and cost of goods and services purchased
Taxes paid

Environmental

•
•
•
•
•
•

Respect for the environment
Environmentally responsible products and services
Environmental impacts considered in lending, investment, and procurement decisions
Eco-efficiency practices
Compliance with environmental laws and regulations
Support for organizations dedicated to environmental protection
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•

Additional information

FACILITY OPENINGS, RELOCATIONS, AND CLOSINGS
Facilities Opened in 2004

Automated Banking Machines

Facilities Closed in 2004

Alberta

(Nov. 1, 2003–Oct. 31, 2004)

Alberta

(Nov. 1, 2003–Oct. 31, 2004)

Branches

Airdrie: Five Star Movies, Unit 106,
960 Yankee Valley Rd. SE

Branches

Calgary: 301 6th Ave. SW merged
with location 340 5th Ave. SW

The following list comprises 11
new TD Canada Trust branches
opened in 2004 and five
Laurentian Bank branches that
were converted to TD Canada
Trust standards.
British Columbia
Burnaby: 7155 Kingsway Ave.
Alberta
Edmonton: 933 111 St. SW
Saskatchewan
Saskatoon: 970 Attridge Dr.
Ontario

Ontario
Dwight: Dwight Shopping Centre,
3890 Hwy #35
Haliburton: Henwood’s Variety,
Highland Street
McGregor: Parkside Variety, 51
Parkside Dr.
Mississauga: Creekside test facility
#3, 5th floor
Toronto: A.E. LePage Bldg.,
33 Yonge St.; Eaton Centre,
1 Dundas St. E.

In 2003 TDBFG purchased 57
branches of Laurentian Bank, 52 of
which were closed in 2004 (see list
below) as a result of being in close
proximity with a TD Canada Trust
branch. Customers of the closed
branches were transferred to the
nearest TD Canada Trust branch.
The remaining five branches were
converted to TD Canada Trust
branches and appear above under
“Facilities Opened in 2004.”
British Columbia
Campbell River: 465 Merecroft
Road merged with location
1400 Island Hwy

Barrie: 201 Cundles Rd. E.

Waterloo: GTO Station,
151 Columbia St. W

Essex: 34 Talbot St. N.

New Brunswick

Innisfil: 1054 Innisfil Beach Rd.

Moncton: 1199 Main St.

Markham: 9600 McCowan Rd.;
231 Main St. N.

Prince Edward Island

Delta: 8899 120th St. and 8109
120th St. merged with location
8057 120th St.

Charlottetown: Ellens Creek
Convenience, 47A Beach Grove
Road

Nanaimo: 6581 Aulds Rd., Ste 300,
merged with location
5777 Turner Rd., Unit 1

Toronto: 61 Hanna Ave.

Facilities Relocated in 2004

Quebec

(Nov. 1, 2003–Oct. 31, 2004)

Boucherville: 575 Chemin de
Touraine, Suite 200

Branches

North Vancouver: 2601 Westview
Dr., Unit 712, merged with
location 3190 Edgemont Blvd.;
1452 Lonsdale Ave. merged
with 1400 Lonsdale Ave.

Mississauga: 5626 Tenth Line W.
Newmarket: 615 Davis Dr.
Port Perry: 165 Queen St.

Gatineau: 125 Boulevard du
Plateau
Laval: 1120 Chomedey (A-13),
Desserte Ouest
Vaudreuil: 40 Boulevard Cite-desJeunes

British Columbia
Prince George: 5224 Domano Blvd.
site relocated to 5902 O’Grady Rd.
West Vancouver: 1802 Marine Dr.
site relocated to 1645 Marine Dr.
Alberta
Calgary: 5441 Falsbridge Dr. NE
site relocated to 109-77
Castleridge Blvd. NE
Drayton Valley: 9 Derrick Mall site
relocated to 5505 50 St., Unit 1
Ontario
Brampton: 25 Peel Centre Dr. site
relocated to 100 Peel Centre Dr.
Markham: 7200 Markham Rd. site
relocated to 7670 Markham Rd.
Orillia: 425 West St. N. site
relocated to 3300 Monarch Dr.

Richmond: 120-8100 Ackroyd Rd.
merged with location
5991 No. 3 Rd.
Surrey: 6398 120th St. merged
with location Delta: 7317 120th
St.; 10040 152nd St. merged
with location 15190 101 Ave.
Vancouver: 2118 41st Ave. W.
merged with location 2198 41st
Ave. W.; 800 West Pender St.
merged with location
1055 Dunsmuir St.
Victoria: 764 Fort St. merged with
location 1080 Douglas St; 3991
Quadra St., Unit 603 and 1099
McKenzie Ave. merged into a
new location 4000 Quadra St.
West Vancouver: 1575 Marine Dr.
merged with location
632 Park Royal N.

Edmonton: 10304 Jasper Ave.
merged with location
10205 101 St.
Saskatchewan
Saskatoon: 183 2nd Ave. S.
merged with location
170 2nd Ave. S.
Sturgis: 217 Main St. merged with
location Preeceville: 24 Main St.
Manitoba
Winnipeg: 221 Portage Ave.
merged with location 201
Portage Ave.; 36 Lake Wood
Blvd. and 14 Alpine Ave. merged
into a new location
270 St. Anne’s Rd.
Ontario
Aurora: 15208 Yonge St. S merged
with location 15255 Yonge St.
Barrie: 411 Bayfield St. and 320
Bayfield St. merged into a new
location 534 Bayfield St.; 16
Dunlop St. E. merged with location 66 Dunlop St. E.
Bracebridge: 505 Hwy 118 W.
merged with location
205 Manitoba St.
Brampton: 18 Main St. N. merged
with location 1 Queen St. E.;
499 Main St. S. merged with
location 7686 Hurontario St.
Brantford: 84 Lynden Rd. merged
with location 444 Fairview Dr.
Burlington: 502 Brant St. merged
with location 510 Brant St.
Chatham: 185 King St. W. merged
with location 255 King St. W.
Collingwood: 5 Hurontario St.
merged with location
104 Hurontario St.
Downsview: 1070 Wilson Ave.
merged with location
1050 Wilson Ave.
Etobicoke: 3082 Bloor St. W.
merged with location
2972 Bloor St. W.
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Goderich: 138 The Square merged
with location 39 Victoria St. S.
Guelph: 84 Gordon St. merged
with location 34 Wyndham St.
Hamilton: 2 King St. E. merged
with location 46 King St. E.
Kitchener: 70-94 Bridgeport St. E.
merged with location
15 King St. S.
Lindsay: 401 Kent St. W. merged
with location 81 Kent St. W.
London: 130 King St., Unit B8, and
150 Dufferin Ave. merged with
location 220 Dundas St.; 332
Wellington Rd. S. merged with
location 353 Wellington Rd. S.;
1703 Richmond St. merged with
location 1663 Richmond St.
Markham: 383 Main St. N. merged
with location 5762 Hwy 7
Midland: 270 King St. merged with
location 283 King St.
Mississauga: 214 Queen St. S.
merged with location
168 Queen St. S.;
2515 Hurontario St. merged with
location 2580 Hurontario St.;
1672 Lakeshore Rd. W. merged
with location 1052 Southdown
Rd.; 3415 Dixie Rd. merged with
location 4141 Dixie Rd.;
325 Central Parkway W. merged
with location 3037 Clayhill Rd.
North York: 3467 Weston Rd.
merged with location 2574 Finch
Ave. W.; 5775 Yonge St. merged
with location 5650 Yonge St.
Oakville: 210 North Service Rd. W.
merged with location 231 North
Service Rd. W.; 240 Leighland
Ave. merged with location
321 Iroquois Shore
Orillia: 2 Mississauga St. E. merged
with location 39 Peter St. N.
Owen Sound: 854 2nd Ave. E.
merged with location
901 2nd Ave. E.

Paris: 300 Grand River St. N.
merged with location 53 Grand
River St. N.
Perth: 42 Gore St. E. merged with
location 70 Gore St. E.
Peterborough: 140 King St.
merged with location
340 George St. N.
Picton: 229 Main St. merged with
location 164 Main St.
Scarborough: 4218 Lawrence Ave.
E. merged with location
255 Morningside Ave.
Strathroy: 630 Victoria St. merged
with location 360 Caradoc St. S.
Toronto: 2323 Yonge St. merged
with location 2263 Yonge St.;
130 Adelaide St. W. merged with
location 141 Adelaide St. W.
Uxbridge: 1 Brock St. E. merged
with location 1 Brock St. W.

Manitoba

British Columbia

Flin Flon: Wal-mart,
200 P.T.H. #10A

Abbotsford: Shell #1/Circle K,
32770 Dahlstrom Ave.;
Shell/Circle K,
2016 McCallum Rd.

Ontario

Campbell River: IGA,
465 Merecroft Rd.

Brampton: Wal-mart,
30 Coventry Rd.

Duncan: Bruce’s Grocery,
550 Cairnsmore St.

Chatham: Wal-mart, 801 St. Clair
Extension

Kamloops: Petro-Can,
4501 Yellowhead Hwy

Dryden: Wal-mart, Hwy 17 E.

Quesnel: Wal-mart Quesnel,
890 Rita Road
Surrey: Shell, 15428 Fraser Hwy
Vancouver: Shell, 8686 Granville St.
Victoria: Market Square,
570 Johnson St.

Windsor: 13470 Tecumseh Rd. E.
merged with location
13300 Tecumseh Rd. E.

Whitehorse: Wal-mart,
9021 Quartz Rd.

Wingham: 237 Josephine St.
merged with location
228 Josephine St.

Airdrie: Shell, 529-2 Avenue SE

Alberta

Woodbridge: 200 Marycroft Ave.
merged with location
4499 Hwy 7

Calgary: Shell, 1820 Uxbridge Dr.
NW; Mac’s, 3720 17 Ave. SW;
Wal-mart, 901 64 Ave. NE;
Shell, 539 – 17 Ave. SW

Woodstock: 20 Huron St. merged
with location 539 Dundas St.

Camrose: Wal-mart Unit 400,
6800 48 Ave.
Cold Lake: Wal-mart, 4702 43 St.
Edmonton: Wal-mart, 296 Mayfield
Common; Brookview Plaza,
382 Bulyea Rd.

New Brunswick

Fort McMurray: Shell,
291 Sakaichawaw Tr.

Fredericton Junction: 195A
Sunbury Dr. merged with location
Oromocto, 1025 Bliss St.

Medicine Hat: Shell,
704 Redcliffe Dr.

Moncton: 1199 Main St. merged
with location 860 Main St.

Winnipeg: Rogers Video, 823
McLeod Ave.; The Forks,
1 Forks Market Rd.

Burnaby: Shell, 4505 Canada Way

Walkerton: 244 Durham St. E.
merged with location
1304 Yonge St.

Saint-Laurent: 3773 Chemin de la
Côte-Vertu merged with location
3131 Boul de la Côte-Vertu

Additional information

Automated Banking Machines

Whistler: Delta Whistler Retail
Comp., 4050 Whistler Way;
Western Visa Centre,
1885 W. Broadway

Quebec

•

Haliburton: R#221 Jug City #3
Maple St.
Kitchener: Shell Gateway Park,
4574 King St. E.
Markham: Shell, 2881 Major
Mackenzie Dr.
McGregor: Rene’s Supermarket,
9580 County Rd. 11
Mississauga: Shell, 2695 Credit
Valley Rd.; Wal-mart, Square
One, 100 Centre Dr.
Port Hope: Shell, 369 Ontario St.
Sault Ste. Marie: Shell, 386 Great
West Northern Rd.
Toronto: 2650 Lawrence Ave. E;
Shell, 2291 Keele St.; Shell,
38 Spadina Ave.; 3381 Kennedy
Rd.; Min-A-Mart Limited,
1910 Yonge St.; 2544 Bayview
Ave.; Wal-mart, Dufferin Mall,
900 Dufferin St.
Windsor: Eastown Shopping
Centre, 2010 Lauzon Rd.
Quebec
Drummondville: Wal-mart,
335 Boul St. Joseph
Laval: Le Carrefour Laval,
3035 Boul Le Carrefour
Nova Scotia

Sherwood Park: Shell, 2 Kaska Rd.

Halifax: 6169 Quinnpool Rd.

Saskatchewan

Prince Edward Island

Grande Prairie: Patterson Village
#18, 9701 84 Ave.

Charlottetown: Wal-mart,
582 North River Dr.

Saskatoon: Wal-mart,
300 Confederation Dr.
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OUR STAKEHOLDERS
At TDBFG, we’ve been keeping commitments to our stakeholders for the past 149 years. In our efforts to build long-term relationships and shape positive futures for all our stakeholders, we
continually strive to balance and support their needs and actively
promote the social, economic, and environmental enrichment of
our shared society.

•

Additional information

As part of our approach to stakeholder relations, we interact
with them in many ways – through consultations, surveying, collaboration, and other approaches. This allows us to understand
their needs, helps us make better business decisions, and
ensures we’re in touch with their evolving expectations of us,
both as a financial services provider and a responsible corporate
citizen.

Stakeholder

Comprises

Main Accountability at TDBFG

Our Ongoing Focus

2005 Targets

All Canadians

•
•
•
•

Shared among different departments
including Government & Community
Relations, TD Economics, and various
business lines.

Contributing to long-term
national and community
economic development.

Support economic development
through our actions, including our
lending and investments, contributions to public policy, and corporate
citizenship activities.

Communities

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

Government & Community Relations
department. Periodic reporting to the
Board of Directors.

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

Support the communities in which
we work and live through all of
our actions, including supporting
employee volunteerism and donating
a minimum of 1% of domestic,
pre-tax profits (three-year average)
to Canadian charitable and non-forprofit organizations.

Environment

• All people and
businesses
• Organizations
dedicated to the
environment
• The environment

Shared among different departments
including Retail and Corporate Real
Estate, Government & Community
Relations, Corporate Operations, and
Legal. Periodic reporting to Risk
Committee of the Board of Directors
will be implemented in 2005.

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

Enhance our environmental
management practices and support
community-based projects across
Canada through the TD Friends of
the Environment Foundation.

Customers

•
•
•
•
•

Retail
Wholesale
Business
Governments
Not-for-profits

Different business lines responsible
for respective customers. Periodic
reporting to the Board of Directors.

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

Enhance the customer experience
as measured by achieving 86% in
our overall Customer Service Index.

Employees

• Employees
within Canada
and abroad,
across all
affiliates

Central and line of business Human
Resources departments as well as
people managers across TDBFG.
Periodic reporting to the Human
Resources Operating Committee
of the Board of Directors.

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.

Enhance the employee experience
to create an increasingly engaged
work force.

Shareholders

• Retail
• Institutional

Shared across TDBFG business lines
and head office, as led by the
President and CEO, with oversight
by the Board and its Committees.

Consumers
Business owners
Suppliers
Governments

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

Grow economic profit and deliver
above peer average total return to
shareholders, among other targets.

HOW TO CONTACT US
For information about TDBFG’s Corporate Responsibility Report,
to provide feedback, or to request 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
E: crreport@td.com
T: (416) 308-6371
F: (416) 308-6426
The 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

ABOUT TD BANK FINANCIAL GROUP
The Toronto-Dominion Bank and its subsidiaries are
collectively known as TD Bank Financial Group (“TDBFG”).
In Canada and around the world, TDBFG serves more than
13 million customers in three key businesses: Personal
and Commercial Banking including TD Canada Trust;
Wealth Management including the global operations of
TD Waterhouse; and Wholesale Banking including TD
Securities. On October 31, 2004, TD was the third largest
bank in Canada in terms of market capitalization.
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 Bank is headquartered in Toronto,
Canada.
Our common stock is listed on the Toronto Stock
Exchange and on the New York Stock Exchange under
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 comprises the Bank’s
retail, commercial banking, and insurance operations. Under
the TD Canada Trust brand, the retail operations provide a
full range of financial products and services to approximately
10 million customers. Under the TD Insurance and TD
Meloche Monnex brands, the Bank offers a broad range
of insurance products including home and automobile
coverage, life and health insurance, as well as credit
protection covered on TD Canada Trust lending products.
TD Commercial Banking serves the needs of Canadian businesses, customizing a broad range of products and services
to meet their financing, investment, cash management,
international trade, and day-to-day banking needs.
* Visa International Service Association/TD Canada Trust, licensed user of the mark.
® Trade-mark of Meloche Monnex Inc.
™ Trade-mark of The Canada Trust Company.
Trade-mark of The Toronto-Dominion Bank.
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Wealth Management
Brands: TD Waterhouse, TD Asset Management
Wealth Management provides a wide array of investment
products and services through different brands to a large
and diverse retail and institutional client base around the
world. Wealth Management is comprised of a number of
advisory, distribution, and asset management businesses
including TD Waterhouse and TD Mutual Funds and is one
of Canada’s largest asset managers. Through Wealth
Management’s discount brokerage channels, it serves
customers in Canada, the United States, and the United
Kingdom. In Canada, Discount Brokerage, Financial Planning,
Private Investment Advice, and Private Client Services service
the needs of different retail customer segments through all
stages of their investing life cycle. Wealth Management has
assets under administration of $279 billion and assets under
management of $124 billion.
Wholesale Banking
Brand: TD Securities
Wholesale Banking serves a diverse base of corporate,
government, and institutional clients in key financial markets
around the world. 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.

