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Message from the Chair

CHAPTER CHAIR; LISA MCMILLAN, B.A. (HONS), CIP

This past month I had the distinct honour and privilege
of attending the Kawartha/Durham Convocation where
I watched 39 graduates receive their diplomas. In some ways
the day was a conclusion, marking the end of a journey of hard
work and dedication needed to fulfill the achievement. As with
everything in life, one completion marks a new beginning.
The insurance industry as a whole has changed dramatically
over the past 25 years of my career. When I started my career,
policies were typed on typewriters (yes there was indeed
such an appliance), then to primitive computer systems that
seemed slower than the old typewriter, then to complex
operating systems (where you almost needed a degree
in technology to figure them out), and now to modern,
intuitive operating systems which are advancing the industry
into the next generation of automation.

its people that need to drive a vehicle or make sure their
homes, businesses and lives are protected. People are what
make the Industry thrive — whether you are a consumer of
the insurance product or a professional within the industry.
Now it’s more important than ever before that as an insurance
professional you to continue to grow, learn and access the
resources the Insurance Institute has to offer. Insurance plays
a significant role in the heart of the world-wide economy —
those of you just earning your CIP will recall this from your
C11 course! Without Insurance, people will not obtain car
loans, mortgages, business loans or life insurance. No matter
how much automation affects the sale of these products, at
the core people are required to provide service, develop a
product, underwrite complex risk or be that live person on the
other end of the phone to help after a claim situation.

So what does an automated industry imply for our
workforce? Granted there will be a lesser need for some of the
current roles, but again — one conclusion is a new beginning.
The insurance industry as a whole is about people, whether

Our industry is represented as one of the largest employers
in the country. For those of you just starting your careers,
there are so many directions you can take that simply did
not exist 25 years ago. We have already seen the impact

of automation on New Business Submissions through
prequalification checks and scoring; Underwriting through
risk quality prediction and pricing; Policy Administration
through automated renewals; Claims through automated
claims intake. Yet through all of this automation, there have
to be people to make the automation happen. Those people
have an absolute need for basic and continuing education
within the Insurance Industry to ensure the various
automated processes work efficiently and cost-effectively.
As I proudly watched 39 enthusiastic and excited individuals
receive their designations and take their first steps towards new
goals in their careers, I wondered what kind of environment
they would be working in 25 years from now. While the
processes within the industry will most definitely change, just
as they have for me and my typewriter, there will still be a
consistent need for people to drive our industry forward.
Your Chair,
Lisa McMillan
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Kawartha/Durham Annual General Meeting
The Annual General Meetinvg of the Insurance Institute of
Insurance Institute of Ontario — Kawartha/ Durham Chapter
will be held at 10 a.m. on Thursday, June 20, 2019 at
HTM Insurance Company (1185 Elgin St. W., Cobourg).
The following items are on the agenda:

3. Minutes of Previous Annual Meeting and any other
meetings held since the last Annual Meeting
4. Report of Committees and Other Reports and
Communications
5. Report of the Chair

1. Notice of Meeting

6. Treasurer’s Report

2. Report on Quorum

7. Annual Financial Statements

8. Approval of Acts of Officers
9. Election of Slate of Officers
10. Other Business
11. Adjournment
Members are welcome. Please RSVP to Heather Tanner
at kawarthadurhammail@insuranceinstitute.ca before
June 6, 2019.

Congratulations to our Graduates

On Friday, February 1, 2019, graduates and award winners
gathered at the Deer Creek Golf & Banquet Facility in Ajax—
along with their industry peers and family—to celebrate
their accomplishments.
The Insurance Institute of Ontario past President, Tim Shauf,
CIP was on hand to congratulate all the graduates on all of
their hard work and dedication. We were also excited to have
Andrew Lo as our lunch guest speaker.
The afternoon provided the perfect opportunity to celebrate
significant achievements with family and friends, make new
contacts and connect with existing ones—not to mention
the great food and atmosphere! Also, plaques and cash

prizes were presented to the following award winners:

Provincial Award

Top CIP Graduate

Top CIP Graduate First Runner Up Ontario Wide

Karen Forrest, Desjardins General Insurance Group

Karen Forrest, Desjardins General Insurance Group

Top FCIP Graduate

National Award

Zachary Tisdale, The Commonwell Mutual Insurance Group

Top NFCIP Graduate Canada Wide

Highest In-class CIP Student

Zachary Tisdale, The Commonwell Mutual Insurance Group

Cheryl Gilroy, The Regional Municipality of Durham

Instructor of the Year

Highest Standing in the Claims Professional Series

Melanie Needham, FCIP, CRM, MRD Training & Consulting Inc.

Erin Thompson, Aviva

Special Thanks to Our Generous Sponsors
Table sponsors

CIP and FCIP Pin Sponsor
Peterborough Insurance Broker Association
Award Sponsors
Top CIP Graduate

Top FCIP Graduate

The Commonwell Mutual
Insurance Group

OIAA — Kawartha/Durham
Chapter

Highest Standing in Claims
Professional Series

Top Evening Class CIP Student

OIAA — Kawartha/Durham
Chapter

Bryson & Associates Insurance
Brokers Ltd.

Congratulations to this year’s graduates!
General Insurance Essentials (GIE)
Venita Sahadeo, Financial Services Commission of Ontario

Risk Management Certificates
Olivia Shankman, AON

E. Susanne Lyons, Bay of Quinte Mutual Insurance Co.

Saikumar Moolam, Arthur J. Gallagher Canada Limited

Andre DiMambro, Chubb Insurance Co. of Canada

Lisa Howcroft, Intact Insurance Company

Chartered Insurance Professional (CIP)
Sebastian Zani, AIG Insurance Company of Canada

Matthew Flagler, H.T.M. Insurance Company

Kathryn Mac Isaac, Petley Hare Insurance

Benjamin Borup , Allstate Insurance Co of Canada

Brendan Malone, Intact Insurance Company

Ashley Barich, Sedgwick CMS Canada Inc.

Kristina Uslinova-Humphreys, AON

Jennifer Choy, Intact Insurance Company

Kimberly Gonsalves, Swiss Re

Erin Thompson, Aviva Canada Inc.

Justin Cowl, Intact Insurance Company

Mary Myles, The Commonwell Mutual Insurance Group

Paul Miller, Aviva Canada Inc.

Mobina Abdul Qayom, Intact Insurance Company

Jennifer Lee, The Co-operators

Stephanie Szebenyi, Aviva Canada Inc.

Robert Latimer, Intact Insurance Company

O’Neal Sookram, The Co-operators

Diana Cranney, CAA Insurance Company

Kyle Brill, James Insurance Broker

Jena Kent, W.B. White Insurance Ltd.

Arif Choudhury, CNA Canada

Stacey Baker, James Insurance Broker

Ashlea Purdy, Wawanesa Mutual Insurance Co.

Karen Forrest, Desjardins General Insurance Group

Tracey Cole, Jones DesLauriers Insurance Management Inc.

Timothy Chase, Wawanesa Mutual Insurance Co.

Laura Mittertreiner, Economical Insurance

Matthew Reed, Liberty International Underwriters

Stephanie Hepp

Jeffery Whyte, Everest Reinsurance Company

Scott McAuley, McAuley Insurance Brokers

Thomas Chau

Advanced Chartered Insurance Professional (ACIP)
Margaret St. Pierre, Bay of Quinte Mutual Insurance Co.

Lenora Heinrich, Optima Insurance Group

Fellow Chartered Insurance Professional Program (FCIP)
Donna Santiago-Douglas, XL Specialty Insurance Canada

Benjamin Eastman, The Co-operators

Zachary Tisdale, The Commonwell Mutual Insurance Group

Tara Dharmarajan, ClaimsPro

Instructor Certificate Program
Alice Van Vught, The Commonwell Mutual Insurance Group

Meet a CIP Graduate

KATHRYN MAC ISAAC, RIBO, CAIB, CIP

What made you decide to pursue your CIP designation?

Kathryn Mac Isaac, RIBO, CAIB, CIP has worked in the
insurance industry for over 14 years and currently works
as a Commercial Lines Specialist at Petley-Hare Limited.

I am always up for a challenge and pursuing further
education to advance my career. After I completed my
CAIB, it was the obvious choice for me to start my CIP.

How did you get started in the industry?
I started in the accounting department at the CG&B Group
when I was 19. I did not know what I wanted to go to school
for so I decided to work full time until I figured it out. I then
discovered the Insurance world. I started to take CAIB courses
to see if it is something I wanted to pursue. Shortly after
I got my RIBO License and started as a Technical Service Rep
in Professional Liability. I kept taking courses and advancing
positions, and here I am.

How has your designation benefited you professionally?
It has improved my knowledge vastly in certain lines of
insurance and gave me basics of all lines of insurance. I know
what type of Insurance interests me and I excel in. It has
helped me obtain a position at great brokerage and increased
my knowledge and confidence while taking care of my clients.

What advice can you offer other students currently in
the CIP/FCIP programs?
Put the time in, do not cram. Get a calendar and break
down when you plan on studying and completing each
chapter. Complete the questions given to you to test your
knowledge. Ask for resources if you do not understand.
What would you like to accomplish next?
I am currently enrolled in the LLPQ to obtain my Life Insurance
License. I am excited to venture into the unchartered waters of
my career!

Meet an FCIP Graduate

ZACH TISDALE, FCIP

Zach Tisdale, FCIP has a Bachelor of Mathematics, Honours
Mathematics/Business Administration – Economics Option
from the University of Waterloo. He recently obtained his
FCIP designation and graduated as the top FCIP Graduate
Student for 2017 – 2018. He has also earned his Associate
of Insurance Data Analytics at the American Institute for
Property & Casualty Underwriters. He has worked in the
industry for eight years and currently works as a Product
Owner, Data & Reporting at the Commonwell Mutual
Insurance Group.
How did you get started in the insurance industry?
I got my start the same way I’m sure many others have:
through a family member already in the industry. My father,
John Robert Tisdale, President and COO of Pembridge and
Pafco, introduced me to other professionals in the insurance
industry during my time in university while participating in
the co-operative program. The University of Waterloo has an
amazing co-operative program, which gives students a chance
to gain real-world professional experience with temporary
roles at companies in-between academic terms. Through my
father’s guidance and the co-operative program, I was able to
find opportunities within the industry which appealed to my
interest in business and mathematics. I gained exposure to the
role of actuaries, as well as came to understand the significant
role of data within the insurance industry. After I graduated
from university, I found a position at Farm Mutual Reinsurance
in their new Research & Development department, where
I worked with data collected from mutual insurers across the
province for pricing and customer segmentation analysis.
Since then I’ve broadened my role to explore the many uses
of insurance data, and the valuable insights hidden within to
support portfolio management and operational efficiency.
I am currently serving as the business lead for data &

reporting on the Guidewire transformation project team at
The Commonwell Mutual Insurance Group.
What made you decide to pursue your
FCIP designation?
Insurance is a very specialized, knowledge-based industry, and
the business courses I had taken at university were quite broad
and applicable to almost any industry. I quickly understood
that if I wanted to be able to communicate successfully
with other insurance professionals, I had better understand
the unique nature of the insurance industry. To uncover
insights using insurance data, it is crucial first to understand
the business problems which are trying to be solved or the
strategic decisions being made which require supportive
evidence. The CIP and FCIP courses were crucial to supplying
me with information about the insurance industry, and the
unique products and roles which support the insurance
function. I also received encouragement and support from
managers and executives at the organizations I’ve been
employed to pursue the designations. I believe they saw
the value of having an educated workforce in their employ!
How has your designation benefited you professionally?
The materials I have studied in both the CIP and FCIP
programs have greatly accelerated my understanding of
the unique nature of the P&C insurance industry, and in a
much shorter timeframe than would have been possible
only through exposure at the office. Through the academic
material, I have acquired broad knowledge about products,
services, and professional roles which are only found
within insurance organizations, and unique challenges and
opportunities as well. This provides the context in which
to successfully analyze problems from multiple angles

and to confidently make intelligent decisions. I believe the
designations send a strong signal to other professionals about
your commitment to the insurance industry, and the desire to
play a more significant role within your organization.
What advice can you offer other students currently in
the CIP or FCIP programs?
I would first say to them congratulations for choosing to make
an investment in themselves! I believe they will find the time
and effort to complete the designations to be well worth it.
The designations will benefit not only themselves but also raise
the standards of professionalism within their organization and
the industry at-large. My advice would be to stick with your
studies all the way to the end, and I would encourage you to
find a method of study which is conducive to your preferred
learning style. There are different ways of learning the course
material, whether that’s in the classroom with an instructor
and other students, or just reading the textbook while lying on
your bed! Also, I encourage you to reach out to others in your
organization who have their designations or other students
online, as they may be able to answer questions you have
related to the course material or additional insight which
helps to solidify your understanding of the concepts.
What would you like to accomplish next?
After many years of studying, I’m ready to take a break from
it for a while, and I’m busy enough at the office as it is, thank
you very much! For the new few years I will be focusing on
fatherhood and raising my two young children: my daughter
Mackenzie, who is just shy of age two, and my son Connor,
who is due in March as I am writing this). This will be made
easier all thanks to my wife Amanda, whom without her love
and support, none of this would be possible.
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This Spring, Get Involved
The Institute offers ample opportunities to make an impact on the industry

HEATHER MASTERSON, PRESIDENT (INSURANCE INSTITUTE OF ONTARIO)

Spring is here and with it always comes a sense of renewal and
new possibilities. I hope you have all had a great start to the year.

grateful for their efforts, and I encourage you to attend a
Symposium near you.

Your local chapters have been active this winter, with several
local events, seminars and webinars designed to increase
your knowledge and grow your network. I am so pleased
to see many fresh and timely topics, including cannabis,
autonomous vehicles and the internet of things being
offered at sites across the province as well as virtually.

We sincerely appreciate the efforts of our many volunteers
from across Ontario. Volunteers contribute their time, energy
and expertise to many facets of the Institute, from committees
to councils, to seminar leaders, subject matter experts and
proctors. If you are interested in volunteering at your local
Institute chapter, I encourage you to reach out to your
Chapter Manager for more information.

This year’s GTA Symposium and Symposium West, which take
place April 9 and August 22, 2019 respectively, will also explore
key themes and evolving trends in the industry. The lineup of
speakers is truly impressive. As you may know, a committee
of industry volunteers organize both the GTA Symposium
and Symposium West and spend several days throughout
the year assembling the agenda and topics. We are very

This article is my last message to you as your President, as my
term will be complete at the Annual General Meeting on June
27, 2019. I have enjoyed serving as your President this year
and have been honoured to meet many of you at meetings,
events and convocation celebrations across the province.

Last month, we wrapped up Ontario convocations with our
final stop in Kitchener on February 28, 2019. I am honoured
to have attended the celebrations and met so many
impressive graduates — I wish each of you much success
as you continue your career journey.
I wanted to take this final opportunity to thank our members,
industry employers and volunteers. As a not-for-profit, we rely
on the support of our members and industry employers. It
is through their support that we can continue to achieve our
goal of enabling those employed in the insurance industry to
achieve their full potential.
I wish you all continued success,
Heather Masterson

Insurance Institute of Ontario
Follow Us on Twitter
Annual General Meeting 2019
Attention, members!
The Annual General Meeting of the Insurance Institute of Ontario will be held at 9:30 a.m. on Thursday, June 27, 2019 at The
Insurance Institute of Ontario (18 King St. E., 16th floor, Toronto).
The following items are on the agenda:

6. Report of the President.

1. Notice of meeting.

7. Treasurer’s report.

2. Appointment of scrutineers.

8. Annual financial statements.

3. Report on quorum.

9. Approval of Acts of Directors.

4. Minutes of previous annual meeting and any other
meetings held since the last annual meeting.

10. Election of Directors of IIO, Governors of IIC, and
Honorary Members.

5. Reports of committees and other reports and
communications.

11. Appointment of auditors.
12. Other business.Termination.

National Education Month Celebrations a Hit Across the Country
Attracting, retaining and developing top talent is one of the
major issues faced by insurance employers today—especially
with the pace of change in the industry.
During National Education Month, February 1 – 28, 2019,
employees across Ontario learned how insurance education
can help with successful onboarding, and build on career
growth all the way to leadership took centre stage.
This annual national initiative was founded by the Insurance
Institute more than a decade ago. Local institutes and
chapters across Canada actively participate each year by
hosting seminars, networking events and meet and greet

opportunities that highlight insurance education and career
development opportunities.

• Fellow Chartered Insurance Professional (FCIP)

National Education Month 2019 conversations focused on
helping employers and employees find the right tools and
training to do the job.

• Risk Management and Commercial Insurance certificates

Events throughout the month of February included
information on the Insurance Institute’s education programs
that promote continuous learning, career growth and
success, including:

• Continuing education seminars and webinars

• Chartered Insurance Professional (CIP)

Also, check out mycareer our online career management
resource where you’ll find tools to support insurance career
growth and on-going professional development.

• Advanced Chartered Professional (ACIP)

• General Insurance Essentials (GIE)

• Licensing Education

To find out more about National Education Month in your
area, contact your Institute or Chapter manager or visit
www.insuranceinstitute.ca/nationaleducationmonth.

OIAA Claims Conference 2019

It was Great to See You
The Insurance Institute of Ontario was proud to once again
be an exhibitor at the OIAA Professional Development
& Claims Conference trade show that took place on
Wednesday, January 23, 2019.

If we missed you, please feel free to contact us so we
can tell you more about:

• Upcoming seminars to enhance your career.

• The ‘Understanding Series’ for Adjusters.

We hope to connect with you soon!

• New certificate programs.

• The Member Bonus Series.

Nominate a Leader you know for our National Leadership Awards Program
The CIP Society created the National Leadership Awards
to recognize, formally applaud and commemorate leaders
within the membership of the society—whether they be
an established leader, or someone who shows significant
potential in that area.

No matter what your role in the industry you’re encouraged
to participate in the awards nomination process to ensure
that the leaders among us are recognized. Employers can
nominate employees, and insurance professionals are
welcome to nominate their peers.

Nominations for 2019 Emerging and Established Leaders are
now being accepted, with nominations closing June 30, 2019.
More information on the awards and how to nominate
can be found on the CIP Society section of our website:
www.insuranceinstitute.ca/cipsociety.

Where do Membership Dollars Go?
As we come up to membership renewal season, we often
get questions from members — ranging from what are the
benefits, to what we do with your membership dollars.
As a member of the Insurance Institute, you belong to one
of Canada’s oldest industry associations.
We were founded in 1899 by a group of major insurance
companies— with the common goal to provide a high standard
of education options to insurance professionals. We’re a not-forprofit, which means that any profit we make gets channelled
back into our business — which is educating the industry.
For you, membership means more than a list of benefits:
we’re an insurance community of which you are an
important part.
Your local membership dollars enable us to do
the following:
• Maintain and update our designation programs:
Employers look for the CIP and FCIP designations when
hiring, and we are committed to constantly reviewing the
learning materials and formats to keep our programs current.

• Provide you with quality professional development
and networking opportunities: We keep you informed
of the latest industry happenings—like our recent seminars
on autonomous vehicles and the Internet of Things.
• Give you complimentary learning opportunities—
with RIBO hours! Thanks to your support, we can offer
our Member Bonus Series webinars to all IIO members.
They cover basic insurance topics you could benefit from
clarification on and offer 1 Technical RIBO hour.

also relies on our periodic demographic research reports
which track industry recruitment, retention, succession
planning and education and training.
• Utilize the latest education technologies: Busy
insurance professionals appreciate convenient learning
formats. Through your membership support, we’re able to
invest in technology to bring you classes and seminars in
real-time and self-paced virtual classes.

• Develop new and innovative certificate programs:
We’re able to hire experienced instructional designers
who create new programs—such as Advanced CIP,
Risk Management and Commercial Insurance. They also
ensure that our current offerings contain quality content
and knowledge that apply to your real-world situations.

• Provide you with career mapping resources: Where is
your career in insurance leading? Do you know what your
options are? Your membership enabled us to develop
our new mycareer website which provides career maps,
education pathways, career exploration tips and assessment
tools to help you map where you are, discover where you
can take your career and plan for what you want.

• Conduct industry research and provide reports:
As thought leaders, we conduct and deliver reports
on current industry concerns—like our library of trends
papers and Emerging Issues Research Series. The industry

It’s for all of these reasons that we thank you for keeping your
membership with us in good standing. It is of great benefit
both to you as an insurance professional and to the property
casualty industry in Canada.
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