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RELATIONSHIP DISCLOSURE INFORMATION

CONTACT US:
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Canada V6C 2G8

RELATIONSHIP DISCLOSURE INFORMATION
Things you should know when you make investments through us

1.

Registration under securities law

We are registered in British Columbia, Alberta, Saskatchewan, Manitoba, Ontario, and Québec as an
exempt market dealer. Our business is unique and, so, we must meet additional securities regulation
requirements that support investor protection.

View our Registration Terms and Conditions:
https://www.finhaven.ca/T&C_for_Finhaven_Capital_Registration.pdf

2.

Authority to operate Finhaven Private Markets

We are authorized to operate our marketplace and clearing business (Finhaven Private Markets, or our
“platform”) in the same jurisdictions. Our platform is unique and, so, we must meet additional securities
regulation requirements that support investor protection and market integrity.

View our Platform Terms and Conditions:
https://www.finhaven.ca/Platform_Terms_&_Conditions.pdf

3.

Our products

We work exclusively in the exempt (or private placement) market. There are no prospectuses for the
investments we offer and the information you receive about the securities you purchase comes directly
from the issuers that are raising capital.

4.

Our relationship with you

We will facilitate your direct investments in exempt market securities offered by issuers on the platform.
You will hold your digital securities (also known as securities tokens) in your digital wallet account – your
FINWallet. Your funds for purchasing securities will be held in a designated trust account at TD-Canada
Trust for your benefit.
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Because we hold funds in trust for you from time to time, we are in an ongoing relationship with you.
You can expect that we will annually update the know-your-client information we received from you
when you applied for your FINWallet account and that you will get regular account activity reporting
from us.

5.

Access to our products and services

We are committed to providing you with fair access to our products and services. This means that we
will not unreasonably prohibit or limit your access to our products or services.

If you are not approved for an account and a FINWallet to hold your digital securities, we will tell you
about our decision and the reason for it. We will keep records supporting our decisions about access for
so long as we are in business.

6.

Risks of investing in our products

No securities commission has reviewed the offerings available on the platform, nor has any
independent third party, except our due diligence Advisory Board. Our issuers are non-reporting issuers.
They have never received a receipt for a prospectus and are not required by law to provide full, true,
and plain disclosure in their offering documents. Nor are they required by law to provide you with
ongoing information. However, their communications and offering documents must not contain
misrepresentations.

Our product and issuer due diligence process to determine that an issuer and its securities offering is
appropriate for investors on the platform is set out later in this document.

You could lose all your money. If the issuer has financial or other problems, there may be nothing to
recover. Your money may be tied up and unavailable for an unlimited period, depending on the features
and conditions of the particular securities you purchase. It is important that you understand the features
and conditions of securities you propose to buy before you purchase them.

You may not be able to sell the securities when you want. If you do want to sell them, the law requires
that you sell under an exemption or issue a prospectus. On the platform, if you are the purchaser and
you are an accredited investor, you have the required exemption. Every purchaser on the platform must
confirm their accredited investor status before they can buy securities from you. We screen for your
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accredited investor qualification when you apply for an account and a FINWallet, and every time you
purchase digital securities.

Investing in the exempt market is considered risky because of the lack of liquidity (that is, there is no
public marketplace on which to sell them and no pool of ready, willing, and able purchasers for them)
and the fact that issuers do not have an obligation to keep investors informed about the investment.
The platform creates a closed, private market for securities trading, but it will not provide the depth of
liquidity that can be available on public markets.

Your trading privileges are at risk of being withdrawn if you breach securities laws or our trading
requirements (see “Your trading on the platform”, below).

You should ensure that your investments in the exempt market are balanced with investments in more
traditional public markets.

7.

No human will advise you - unsuitable investments will be blocked

We are required by law to assess whether a purchase or sale of a security is suitable for you prior to
investing from an issuer, trading with another investor, or at any other time. “Direct investing” means
you will not get advice from a human being and you must conduct your own due diligence on issuers
and their digital security offerings.

We accept applications from only accredited investors whose income, net worth, education, experience,
investment objectives, time horizons, risk tolerance, and risk capacity demonstrates:

•
•

they can conduct their own due diligence and
it would be appropriate for them to invest a portion of their overall investment
portfolios in the market for prospectus-exempt securities.

Our onboarding process is designed to tell us whether you are (or are not) an appropriate candidate for
an account and a FINWallet.

When you propose to purchase a security on the Platform, our proprietary algorithm will analyze the
information you provided to us on account opening and during the course of our relationship with you
against limits established to prevent overconcentration in issuers’ securities offered on the Platform. If
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the proposal you are making is unsuitable for you in your circumstances, you will be prevented from
making the proposed purchase.

We limit your investments on the platform to no more than 10% of your net assets or 20% of your
financial assets (excluding real and other fixed property).

8.

Your account

Your account entitles you to a FINWallet in which to store your digital securities. The information you
provided to us on account opening and that you provide to us from time to time, as well as the
information we provide to you, is all recorded by the permissioned, distributed ledger technology
underlying the platform and your FINWallet. The ledger is also the record of all the investments you
make through us. Trades in your account will include purchases you make directly from issuers and sales
or purchases you make with other investor clients.

If an issuer of securities you hold in your FINWallet declares that interest, a dividend, or another
payment is due to you, we will receive that payment in our pooled investor trust account and your
account records will show an equivalent credit. We are working on supporting dividends-in-kind and we
will notify you when that service is available on the platform if you hold digital securities from an issuer
that offers dividends in kind.

You will send funds for your investments from a Canadian financial institution to a pooled trust account
for our investor clients. When you wish to withdraw funds, we will send them by wire transfer to the
Canadian financial institution of your choice. No interest will accrue or be payable to you on funds held
in trust for you and not yet invested.

A withdrawal request must be received by 1:00 p.m. (1300) Pacific time to be processed on that same
day; all requests received after this deadline will be processed on the next business day.

9.

You create your FINWallet

You create your FINWallet. We use a public/private key creation library. You will receive a message on
the platform prompting you to download a PDF file onto your browser. The download generates your
private key. We advise you to store the private key in a secure, off-line place and to keep information
about the private key confidential.
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We ask you to create a PIN. The PIN acts to decrypt your private key. When you digitally “sign” to
complete a step in the trading process, you will use your PIN.

When you download the PDF for your private key, this also creates a public key. We use the public key
to verify your identity during a trading process. We store the public key, linked to your FINWallet.

At no point in time do we have access to, or the capacity to create access to, your private key.

You can create a PIN on every computing device you use to trade on the platform. You must not re-use
the same PIN on different browsers. The PINs are not shared on shared browser log-in synchronization
systems, like Google Chrome Sync.

10. Your trading on the platform
You must not breach securities laws or our requirements when you trade with other investors or
purchase security tokens directly from an issuer. Securities laws prohibit fraud and market manipulation.
We also prohibit trading that mimics securities law prohibitions against illegal insider trading, tipping,
recommending, or frontrunning.

You must be an accredited investor whenever you purchase an investment from an issuer or security
tokens from another investor. If you lose your accredited investor status, you must tell us.

If you use a nominee to trade for your benefit when you otherwise would not be able to trade on the
platform, that is a breach of your agreement with us and may be a breach of securities laws.

These and other trading requirements are described more fully in our website information for investors.

Potential consequences for trading that breaches securities laws or our requirements include:

•
•
•

disabling your access to digital securities offerings by our issuers and reprogramming
your account so that it can be closed in an orderly fashion
restricting your trading privileges to “sell only”
reporting your activity to relevant law enforcement authorities and securities regulators
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View our Investor Information and Requirements:
https://www.finhaven.ca/investor_Information_and_requirements.pdf
If you breach securities laws or our trading requirements, or if you lose accredited investor status, you
will no longer be able to purchase digital securities on the platform; you will only be able to sell. If you
lost accredited investor status but later regain it, you will be able to purchase digital securities again.

11. We must deliver digital securities you purchase
We are responsible for the safe and timely delivery to you of security tokens you purchase, whether
directly from an issuer or from another investor client. We identify, monitor, and manage the risks
associated with delivering digital securities through our systems and cybersecurity policies and
procedures, our business continuity plan, our compliance policies and procedures, internal controls, and
reviews and testing.

12. Account activity reporting
We will deliver a trade confirmation report to you when purchase digital securities directly from an
issuer or trade other Finhaven Private Markets investors on the platform. We will also deliver a
statement to you on the first day following the end of every month, regardless of whether there has
been any account activity in that previous month. Both the trade confirmation and the account
statement will be delivered to you on the platform and accessible from your dashboard. In fact, you can
access information about your current holdings and a history of all your transactions from your
dashboard at any time. The current and a complete historical record of your investments is available to
you at all times.

We will also deliver an annual costs and charges report to you. If, in our discretion, we think a market
has developed for a security or securities you hold in your account enabling us to determine their
values, we will also deliver to you an annual performance report.

13. Performance benchmarks
We do not provide options for you to compare the performance of your investments with us against
other benchmarks, since there are no reliable benchmarks for your investments in prospectus exempt
securities. If we do provide benchmarks in the future, we will let you know how you can use those
benchmarks to assess the performance of your investments.

www.finhaven.ca

Page 7 of 21

14. Risks of our services
The platform allows you to invest in digital securities issued by non-reporting issuers. Investing in digital
securities tokens on the platform creates some unique risks.

1. Private key loss or theft. Your private key is stored in your computing device’s browser, known only
to you, and is required to create your FINWallet and to purchase or trade security tokens on the
platform. If you lose or misplace your private key information, or it is stolen, you will no longer be
able to purchase or trade in digital securities. This risk is significantly mitigated because your private
key is not stored on our systems but, instead, on your computer’s browser.
If you lose your private key, you can contact us to generate a new PDF for download (which will
create a new private key). We will verify your identity, then cancel the security tokens held in your
FINWallet. We will create replacement digital securities and, once you have activated your new
FINWallet, deliver those securities to your new FINWallet. The issuers’ securityholder registers will
document these actions and your continuous ownership of the digital securities.

If your computer is hacked, the thief who discovers your PIN and gains access to the private key still
needs your password before they can trade in your account, greatly reducing the hacker’s chances
of success.
Without the private key, hackers or fraudsters cannot transact on the system. The platform detects
fake transactions and automatically blocks them because they will not have the investor’s digital
signature.

2. Legal risk. There is a risk that a relevant jurisdiction’s laws will not recognize digital securities as
personal property in the same way that paper-based securities or book-based securities ownership
is recognized. To mitigate that risk, the firm requires an issuer from outside the Canadian
jurisdictions in which we are registered to confirm that digital securities will be recognized as
personal property and that holding digital securities in a FINWallet will be recognized as legitimate
ownership.
3. Business disruption. There is a risk that a transaction will be delayed because of business
disruption, whether caused by external events or internally generated systems failure. To mitigate
that risk, the firm has robust business recovery policies and procedures as well as related systems
risk management, data protection, and cyber-security policies and procedures. The firm tests the
effectiveness of these policies and procedures regularly.
4. Risk trade must be reversed. There is a risk that a trade you have been party to may have to be
unwound because a legally binding order requires us to unwind the transaction. This risk exists on all
marketplaces for equity and debt securities trading.
5. Risk you make a mistake in your order. You might make an offer with the wrong number of
security tokens or the wrong price and not discover that error until after your offer is accepted. We
ask you to bear this risk in our agreement with you. To reduce the risk, we require you to review
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your order and confirm it is correct before you can submit it to another investor. You are
responsible for reviewing a subscription agreement carefully as well to ensure it has been prepared
reflecting the number of security tokens you intend to purchase.
6. Recordkeeping risk. To eliminate the risk that ownership records and transaction histories
cannot be traced due to inadequate recordkeeping, we use permissioned, distributed ledger
technology to create a complete audit trail of every action on the platform. It is a key feature of this
technology that the audit trail cannot be altered.

15. Operating and transaction charges
We charge you:

●

No fee when you purchase security tokens offered by us directly from an issuer.

We charge you:

•
•

1% of the value of a sale of security tokens to another investor.
No fee when you purchase security tokens from another investor.

We charge you:

•
•
•
•

no administrative fee when you wire transfer funds to your account
a $20 administrative fee when we wire transfer your funds to you
no administrative fee for your first three requests to recover your FINWallet (when you
lose or misplace your private key information)
a $100 administrative fee for your fourth and each subsequent request to recover your
FINWallet

Compensation
An issuer pays us:

●
●
●

A set-up fee (between $10-$50K USD)
An annual maintenance fee for staying on the platform (between $10-$50K USD)
A corporate finance fee (up to 6% of total capital raised)
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Our corporate finance fee affects how much of your purchase money goes to an issuer for use in its
business. It does not affect the number or value of digital securities delivered to your FINWallet account.

16. Conflicts of interest
We assess service agreements, business relationships, our own services to investors and issuers, our role
in facilitating issuers’ distributions and in managing and overseeing trading on the platform, and any
revisions we might make to our agreement with you (or with an issuer) for conflicts, whether actual or
potential, at the outset of our relationships and on an annual basis. We look for conflicts or potential
conflicts, decide whether it is best to avoid them or manage them by disclosure or otherwise, and we
hold ourselves accountable for the conflicts we identify and the way we decide to manage them.

We use this program for conflicts identification, management, and annual review for all our business
activities as a dealer, marketplace, and clearing agency.

We pay particular attention to the potential for conflicts from operating the platform and acting as your
dealer for investments on it. To manage this potential for conflict, we:

•
•

•

•

do not charge any fees or take any compensation from you or any other person for access to or
use of the platform
tell you in advance what the consequence will be if your trading on the platform breaches
securities laws or our additional trading requirements (they are in your agreement with us and
published on our website)
prohibit our issuers’ people (directors, officers, employees, and members of their households)
from trading in their issuer’s security tokens on the platform without our prior approval; that
approval will only be given if the resulting harm to the individual in question would be greater
than the harm to our marketplace arising from an appearance of conflict
prohibit our own people (directors, officers, employees, and members of their households) from
trading on the platform at all

If you are one of our issuer’s people (bullet 3), and your proposed trade has come to us for prior
approval, we must resolve the potential for conflict by using our professional judgement to reconcile our
duty to deal with you fairly, honestly, and in good faith with your desire to trade, as an insider, including
deciding whether:

•

allowing you to trade with another investor client would be unfair to other investor
clients given your position with and/or knowledge about your issuer
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•

denying you the opportunity to trade would be unfair to you

We have identified and actively manage these material conflicts.

1. We are a 100% wholly owned subsidiary of Finhaven Technology Inc., the provider of the
permissioned ledger technology for the Finhaven Investment Platform and FINWallet. This means
we must guard against the potential that our parent company will exert influence to prefer its
economic interests as a technology provider over the interests of the clients we serve. This is
particularly so because we are dependent on our parent company’s technology to provide you with
exempt market dealer services. The licensing agreement that allows us to use our parent company’s
technology requires us to pay to it 20% of all revenues we earn in a calendar year as a licensing fee.
To manage this conflict, we:

●

●

made it a fundamental term of the technology contract we have with our parent that we have
unfettered discretion to decide whether its technologies allow us to fulfill our regulatory
responsibilities to you, our client, and to require changes to the technology that support our
regulatory responsibilities to you
have a board of directors that includes a majority of independent directors – the board is
charged with acting in our best interests which, necessarily, includes enabling us to meet our
regulatory responsibilities to you

We must annually review compliance with our conflicts policies and procedures, identify, deficiencies,
remedy them, and document our review. There are independent eyes looking at our conflicts
management to ensure we act in your interests.

Our independent advisory board provides us with conflicts management advice on an as-needed basis.

We must report annually to our Principal Regulator, the British Columbia Securities Commission, and to
our independent Monitor (see our Platform Terms and Conditions) all information about our conflict
compliance reviews.

2. We earn fees from issuers. Because we provide issuers with the opportunity to distribute their
securities on the platform, we must guard against the potential conflict between our desire to earn
fees from issuers and fulfilling the regulatory responsibilities we owe you as our client.
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To manage this conflict, we:

●
●
●
●
●
●

ensure that our product and issuer due diligence decisions are made by an independent
Advisory Board
provide the product and issuer due diligence team and the independent Advisory Board with a
mandate to approve only those investments that are suitable for our client community
authorize the Chief Compliance Officer to report directly to the board any unresolved concerns
raised with the product and issuer due diligence team
ensure that staff compensation is unaffected by the number of issuers, the number of offerings,
or the value of offerings made on the platform
have a policy that, if a staff member or director is connected with an issuer on the platform,
that staff member or director is recused from all activity related to that issuer
prohibit our people (directors, officers, employees, and members of their households) from
opening an account and trading on Finhaven Private Markets

17. Soft dollar arrangements
We don’t have soft dollar arrangements—that is, arrangements where third parties pay us other than in
cash.

18. Referral arrangements
We do not have referral arrangements with distribution channels or otherwise. We will not pay
compensation when a person refers you to us, nor will we receive compensation should we refer you to
another business.
If, in future, we have a referral arrangement with someone in connection with your transaction, we will
tell you at the time of the transaction:
●
●
●
●
●

with whom we have the introductions arrangement
the purpose and material terms of the arrangement, including clarification of who will provide what
services to you (between us and the referrer)
about any conflicts of interest that may arise from the arrangement
the referral fee (if known) and how it is calculated
if the other party is registered, and if so, the category of registration, what they are allowed to do
and what they are not allowed to do
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●
●

all activity requiring registration under securities legislation will be done by the person receiving the
referral
any other information you, as a reasonable investor, would consider important to evaluate the
referral arrangement

19. Using borrowed money to finance your investment
Using borrowed money to finance the purchase of securities involves greater risk than a purchase using
cash resources only. If you borrow money to purchase securities, your responsibility to repay the loan
and pay interest as required remains the same even if the value of the securities purchased declines or
you lose the entire value. In other words, even if the investment fails, you will have to repay the money
you borrowed.

20. Complaints
If you have a complaint about our service or any of the products, please contact us immediately through
the messaging system we provide on your dashboard. Your complaint will be immediately directed to
our Chief Compliance Officer. We will try to resolve your complaint fairly and effectively. Please see
Appendix A – Investor Client Complaints Resolution Procedure - for what to do should you have a
complaint.

We must report to our Principal Regulator about the complaints we receive, when and how we resolve
them, and any other information about the complaints process. In addition, our Monitor must our
complaints reporting and tracking system to ensure it is effective.

If you live in Québec and you request it, we must report your complaint to l’Autorité des marches
financiers; we report to them semi-annually about all complaints received.

21. Your personal information is required
We must assess whether you are qualified for direct investing and conducting your own due diligence.
We must provide a recommendation to you about whether an investment is suitable for you and we do
that by using our automated suitability algorithm when you propose to invest or trade. We must obtain
personal information that will help us make that assessment.
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The client application process for a FINWallet and account and our annual updates from you about the
information you provided is how we obtain the personal information to judge whether you are an
appropriate investor for the platform. You must acknowledge, in your agreement with us, that we rely
on the completeness and accuracy of this information to fulfil our investor protection regulatory and
legal obligations and consent to providing it.

We may ask for additional information if we need it to meet our obligations. We require third-party
issued documentation to confirm your accredited investor status.

22. Your personal information is stored centrally
Your personal information is stored centrally, which means that employees of Finhaven Technology Inc.
(our parent company) may have access to your personal information. Our policies and procedures,
however, are designed to protect you from unauthorized access to your personal information. We use
specific access authorizations to ensure that only those who need access so that we can deliver our
services to you do, in fact, access your information.

We may require you to sign off on updated information from time to time. You must notify us
immediately about any changes to the personal or financial information you provided. In addition, you
must advise us of any restrictions on your trading applicable and of any changes to those restrictions.
We will tell you if we consider that you are no longer qualified for the platform.

23. Data Location
Some of our vendors and service companies may be located or may have servers outside of Canada. If a
service provider or its systems server is located in a foreign jurisdiction, it is bound by the laws of that
jurisdiction and may be able to disclose your personal information under those laws. This is described
more fully in our Privacy Policy (below).

24. Fair allocation of investment opportunities
All investment opportunities available on the platform are available to all our investor clients on a firstcome, first-served basis. This does not mean we will be able to satisfy your wish to invest in every
offering or deliver the number of digital securities you subscribe for. If an issuer’s offering is
oversubscribed, you will get information in advance about how an oversubscription will be handled.
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To ensure you can invest first, the firm’s staff and directors, and members of their households, are
prohibited from investing in an issuer’s digital securities offering on the platform.

25. Our privacy policy
You must read and accept our privacy policy, and consent to its terms, when you request an opportunity
to apply and before you submitted your application. This is a brief summary.

We will not collect, use, or disclose your personal information, except as necessary for you to purchase
digital securities offered on the platform, oversee trading on the platform, confirm your continued
qualification for an account and a FINWallet, or if required under law.

We do not sell or market your personal information and we will not use your personal information for
other business interests we have. If you have any questions about how we collect, use, or disclose your
personal information, please contact us. The Chief Compliance Officer is our Privacy Officer.

View our Privacy Policy:
https://www.finhaven.ca/Privacy_Policy.pdf

We will not send you “spam” communications
We may communicate with you from time to time, and we may use electronic means to do so. If it is not
self-evident that you consent to receiving a type of electronic communication, we will ask you
specifically for your consent to receive it. If you consent but subsequently wish to withdraw your
consent, please send us notice of your withdrawal by email using the ‘unsubscribe’ option contained
within any electronic message that is not automatically generated by us, or by letter. We will stop
sending you electronic communications by no later than 10 days after we receive your notice of
withdrawal.

26. Proceeds of crime legislation
The Proceeds of Crime (Money Laundering) and Terrorist Financing Act (Canada) and its regulations
require us to verify your identity and record all your transactions made with us. We must report
suspicious transactions (activity we reasonably suspect is related to money laundering) to FINTRAC (a
federal government agency). We are prohibited from telling you that we’ve made a suspicious
transaction report or anything about what we reported.
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FINTRAC’s powers include seizing mail, entering our premises without a search warrant, and
investigating to ensure we comply with proceeds of crime legal requirements.

Our obligations under proceeds of crime legislation are not optional. When you acknowledge you have
read and understood this relationship disclosure, you acknowledge you are aware of our proceeds of
crime obligations.

27. You are registered as the owner of securities
An issuer’s securityholder record of ownership is created from distributed ledger data that is written
onto the security holder register. The platform is programmed to instantaneously update an issuer’s
securityholder register whenever there is a change of ownership or a change in the number of securities
you own. All securities are held in your name (we don’t hold them as your nominee).

The security holder register is updated whenever you:

•
•
•
•
•

buy securities from an issuer
trade securities with another investor
receive securities as a dividend in kind
convert one kind of security to another (e.g. debt for equity)
sell all your securities and close your account

28. If an issuer leaves the platform
If an issuer leaves the platform, it must cooperate with us and with you to convert your digital securities
into certificated securities and deliver them on your instructions. Alternatively, an issuer leaving the
platform can require us to provide the program coding that would allow its digital securities to transfer,
for trading, to another platform.

29. If we ever go out of business
If we go out of business for any reason, we will work with our issuers to:
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•
•
•

transfer your digital securities to another platform of the issuer’s choice or
ensure the issuer converts your digital securities to certificated securities and delivers
them to you on your instructions and
in either case, return any funds to your credit to the Canadian financial institution of
your choice

30. Other resources for you
The agreement you sign with us and our website are both good resources for understanding our
services, our commitments, and our expectations of you. If you sign with us, your agreement will be
available on your platform dashboard.

View our Investor Information and Requirements:
https://www.finhaven.ca/Investor_Information_and_Requirements.pdf

31. What we expect of issuers
We publish information and expectations for issuers on our website, too.

View our Issuer Information and Requirements:
https://www.finhaven.ca/Issuer_Information_and_Requirements.pdf

32. We’re listening
Our business is built on keeping our clients satisfied, and we encourage you to contact us whenever you
have questions. You can do that on the platform’s messaging system. We sort messages so that they are
routed to an appropriate staff member.

If something exciting or important is happening or has happened in your life, please send us that
information, too. That information, and any other updates to the information you originally provided to
us, will be routed to our dealing representative.
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APPENDIX A
CLIENT COMPLAINTS POLICY
We must give you this information when you open your FINWallet and account and whenever you tell us
you have a complaint.

How to deliver your complaint
Our policy is to handle any written complaint received fairly and promptly. If you have a complaint
about our services or an investment, use the messaging system on Finhaven Private Markets (platform)
to put your complaint into writing and deliver it to us. Your complaint will be promptly and directly
routed to the Chief Compliance Officer, or delegate, for handling.

Unless it is totally impractical to expect you to put the complaint in writing, we do require written
complaints. To protect your privacy, we will deal only with you or another individual whom you have
specifically authorized in writing to represent you in the complaint process.

Tell us what went wrong
Describe what went wrong, when, and what you expect as a resolution (for example, money back, an
apology, an account correction).

Be specific in describing the circumstances giving rise to your complaint, the chronology of events, and
any other context you think relevant.

We will acknowledge your complaint
We will acknowledge your complaint promptly, usually within 5 days. We might ask you to clarify the
information you provided or request additional information or documents.

We can resolve your complaint most efficiently if you tell us about it as soon as possible, reply promptly
when we request information from you.

You will be best prepared if you keep copies of all relevant documents or other information that are
stored outside our platform system.
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We will provide a written decision
We will normally provide our decision in writing, within 90 days of receiving a complaint. It will include a
summary of the complaint, the results of our investigation, our decision to make an offer to resolve the
complaint or deny it, and an explanation of our decision.
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If our decision is delayed
If we cannot provide you with our decision within 90 days, we will inform you of the delay, explain why
our decision is delayed, and give you a new date for our decision. You may be eligible for the
independent dispute resolution service offered by the Ombudsman for Banking Services and
Investments (OBSI).
If you are resident in Québec
You can require us to file a copy of your complaint with l’Autorité des marches financiers (AMF). You
may also want to consider engaging the free mediation service they offer.

If you are dissatisfied with our decision or we have not made our decision within 90 days
You may be eligible for the dispute resolution service we subscribe to – the Ombudsman for Banking
Services and Investments (OBSI).

OBSI can recommend compensation of up to $350,000. The service is available to you at our expense.
You are not restricted in any way from taking your complaint to a dispute resolution service of your
choosing at your own expense. You may also be able to start an action in a civil court.

Who can use OBSI?
You qualify for the OBSI service if:

 your complaint relates to trading (including an investment made directly from an issuer)
on our platform
 you brought your complaint forward to us within six years from the time you first knew,
or ought to have known, about the event(s) that gave rise to the complaint
 you file the complaint within OBSI’s time limits (below)
OBSI time limits

 If we do not provide you with our decision within 90 days, you can send your complaint
to OBSI any time after that.
 If you are dissatisfied with our decision, you can send your complaint to OBSI within 180
days of our decision.
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Legal advice
You always have the right to go to a lawyer or seek other ways to resolve your complaint. A lawyer will
advise you of your options. There are time limits for taking legal action, so delay could limit your options
and your legal rights.

Contact information for OBSI
OBSI https://www.obsi.ca/en/consumer-complaint-process.aspx
Toll-Free Telephone: 1 (888) 451-4519

Contact information for the AMF
Autorité des marchés financiers https://lautorite.qc.ca/grand-public/
Québec : 418 525-0337
Montréal : 514 395-0337
Other regions : 1 877 525-0337
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