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ANNUAL SENIORS CODE REPORT FOR 2023

In 2019, the Canadian Bankers Association (the “CBA”) introduced the Code of Conduct for the Delivery of Banking
Services to Seniors (the “Code”). This voluntary code of conduct sets out principles to guide banks that deliver banking
products and services to seniors in Canada.

Fairstone Bank of Canada and its subsidiaries (collectively, “Fairstone”) have enhanced our existing procedures to adopt
each applicable principle of the Code when delivering services to customers over the age of 60. In addition, Fairstone has
appointed a Seniors Champion to promote and raise awareness of matters impacting seniors and provide leadership in
the implementation of the Code.

FAIRSTONE LEARNINGS FROM 2022 SENIORS CHAMPION PUBLIC ENGAGEMENT

At Fairstone, we continuously gather customer feedback across all products and along the customer journey to measure
performance and gather insights for ongoing improvement. While the Seniors Champion did not hold any formal public
engagements in 2023, Fairstone focused on implementing changes that reflect learnings from our December 14, 2022
engagement at the York West Active Living Centre in Toronto. Building on these learnings, the next Seniors Champion
public engagement will take place in 2024.

Insights from the 2022 engagement were fed into a number of initiatives captured in the Principles, however specific

action items that arose following the engagement include:

« Enhancement of accessibility of digital properties for customers with visual disabilities, which informed the redesign
of EdenParkCanada.com (launched April 2023), updates to the design of EdenPark’s payment portal (launched Aug
2023), the redesign of Fairstone.ca homepage (launched Feb 2024) and the upcoming redesign of Fairstone’s online
account management platform (launchingin 2024).

« Understanding accessibility requirements of seniors visiting the branch helped inform decision-making on a new
payment machine in all 250+ branch locations, with planning underway in 2023 and implementation of a mobile
payment machine by March 31, 2024.

« During the engagement in 2022, many seniors expressed frustration with financial services call centres; In 2023, there
was an enterprise focus on quick call resolution and reducing wait times on calls with Customer Care departments.

+ Seniors expressed it challenging to navigate FAQ online and to find answers to their questions quickly; in 2023, we
added “loan tips” and “Your questions answered” sections to the website, linked to our Resources for Seniors page
on the footer of each webpage for simpler navigation, and made FAQ items simpler to navigate to by including “FAQ”
in the homepage navigation.

« Additionally, we created resources to support financial literacy during retirement, and a budgeting resource for
lower-income Canadians.

PRINCIPLE 1: BANKS WILL ESTABLISH AND IMPLEMENT APPROPRIATE POLICIES, PROCEDURES,
AND PROCESSES TO SUPPORT THE CODE.

Fairstone has implemented appropriate policies and procedures to support the Code:

+ Annual training for all employees, plus targeted modules for customer-facing employees;

+ Documented procedures for customer-facing employees including identified circumstances where seniors may need
additional assistance with their Fairstone banking activities, identification and escalation of incidents of suspected
fraud and providing accessible account-related information;

+ Integration of the Code into our RCM framework for review within the regulatory risk and controls assessment
process.


https://cba.ca/Assets/CBA/Documents/Files/Article%20Category/PDF/vol-seniors-en.pdf
https://cba.ca/Assets/CBA/Documents/Files/Article%20Category/PDF/vol-seniors-en.pdf
https://www.fairstone.ca/en/learn/finance-101/financial-literacy-for-retirement#:~:text=Retirement%20financial%20literacy%20focuses%20on,re%20saving%20enough%20for%20retirement.
https://www.fairstone.ca/en/learn/finance-101/retirement-benefits-for-lower-income-canadians
https://www.fairstone.ca/en/learn/finance-101/retirement-benefits-for-lower-income-canadians

PRINCIPLE 2: BANKS WILL COMMUNICATE EFFECTIVELY WITH SENIORS.
Fairstone has implemented measures to facilitate effective communication with seniors including:

+ Providing employees and representatives with access to communication materials that consider the needs of seniors;

+  Procedures and training to employees and representatives on accessible formats and delivery channels that are
available to seniors;

+  Provide customers, on request, with documents in an accessible format;

+ Fairstone websites include a Resources for Seniors link at the bottom of each webpage to aggregated information
related to seniors (e.g., resources for seniors, powers of attorney, complaint handling procedures and duplicate
statement requests).

PRINCIPLE 3: BANKS WILL PROVIDE APPROPRIATE TRAINING TO THEIR EMPLOYEES AND
REPRESENTATIVES WHO SERVE SENIORS.

Fairstone provides annual Seniors Code training to employees and representatives, including mandatory online training,
searchable intranet materials, and targeted email training communications as needed related to:

« Compliance with the Seniors Code (7 Principles);

+ Communicating with seniors;

«  Where to find seniors-related resources;

«  How to identify senior abuse such as financial abuse, fraud and scams;

« Fairstone’s Commitment on Powers of Attorney and Joint Deposit Accounts;

+ Complaint handling and escalation procedures.

PRINCIPLE 4: BANKS WILL MAKE APPROPRIATE RESOURCES AVAILABLE TO CLIENT-FACING
EMPLOYEES AND REPRESENTATIVES TO HELP THEM UNDERSTAND MATTERS RELEVANT TO
SENIORS’ BANKING NEEDS.

Fairstone has implemented training and made appropriate resources available to client-facing employees and
representatives including:

« Annual training for all employees, plus targeted modules for customer-facing employees;

+ Online training, searchable intranet materials, and targeted email training communications.

PRINCIPLE 5: BANKS WILL ENDEAVOR TO MITIGATE POTENTIAL FINANCIAL HARM TO SENIORS.

Fairstone has implemented processes to identify and mitigate potential financial harm for seniors and all customers,
including:

+  Anti-money laundering and fraud detection transaction monitoring;

« Identity verification procedures to respect customer privacy and security;

« Annualtraining for all employees, plus targeted modules for customer-facing employees on the continued importance
of building relationships with our customers and KYC procedures as part of our business model;

+ Adedicated resource page for seniors which includes content related to the most common types of fraud and scams
which may target seniors: https://www.fairstonebank.ca/resources-for-seniors/

+ Implementation of an annual “Check your credit score day”, during which we remind Canadians of the importance

of understanding one’s credit report and credit history, and the values of regular monitoring including early fraud
identification.

PRINCIPLE 6: BANKS WILL TAKE INTO ACCOUNT MARKET DEMOGRAPHICS AND THE NEEDS OF
SENIORS WHEN PROCEEDING WITH BRANCH CLOSURES.
Fairstone does not have branches applicable under this Principle, as Fairstone branch locations to not offer retail deposit

accounts or provide cash disbursements through a natural person. Fairstone would however include the needs of seniors
if it was to consider closure of a retail location.


https://www.fairstonebank.ca/resources-for-seniors/

PRINCIPLE 7: BANKS WILL PUBLICLY DISCLOSE THE STEPS THEY HAVE TAKEN TO SUPPORT THE
PRINCIPLES SET OUT IN THE CODE.

Fairstone publishes this report annually to disclose steps that we’ve taken to support each principle of the Code and any
other steps taken to improve the delivery of banking services to seniors.
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