
Mutual Fund Dealers Association of Canada  Sept. 29, 2020 
Brett Konyu  
Director, Member Education & Membership Services 
121 King Street West, Suite 1000  
Toronto, ON M5H 3T9  

Dear Brett Konyu: 

RE: Bulletin #0823-P MFDA Consultation Paper on Account Transfers 

On behalf of Desjardins Financial Security Investments Inc., a mutual fund dealer that is part of the 
Desjardins Group, allow me to present you our analysis of the account transfer process for the MFDA’s 
preliminary consultation.  

This report sets out our point of view on the current situation affecting fund transfers and cash flows 

between institutions. Although it’s hard to identify a single specific cause behind the challenges the 

industry is experiencing, we were able to list interdependent issues that have major adverse 

repercussions on clients. 

Since standardization and automation must take place in an environment that is constantly changing 

and continuously evolving, it is hard to get all stakeholders to achieve the same level of commitment 

and results. Although the standards are generally subject to certain predefined limits, finding solutions 

to improve our members’ and clients’ overall experience when performing account transfers is now 

more appealing than ever.  

We value the consultative process on the important matter of account transfers. 

Yours, 

Marie-Josée Audet 
Vice-President 
Operational Excellence and Administration 
1150 rue de Claire-Fontaine, 4th Floor 
Quebec City, QC G1R 5G4 

1(866) 647-5070, Ext. 5503139 
marie-josee.audet@dsf.ca 



 

 

PURPOSE 

As stated by the MFDA: MFDA is seeking feedback from all stakeholders in respect of their views, 
experiences and recommendations regarding account transfers. This consultation is preliminary in 
nature and is intended to identify circumstances that contribute to delays in the transfer of assets and 
potential solutions to improve the process. Input is specifically requested in respect of the questions set 
out below. 1  

OBJECTIVES 

As stated by the MFDA: MFDA Rule 2.12.2 requires Members to act diligently and promptly to facilitate 
the transfer of accounts in an orderly and timely manner. However, account transfers in the mutual fund 
industry often also involve non-MFDA members. The transfer process can also be complicated 
depending on the assets being transferred, the type of account and the financial intermediaries that 
hold the assets. As transfer delays can have a significant impact on clients, the MFDA is engaging in a 
broad industry consultation with all stakeholders, including mutual fund companies and service 
providers, with a view to improving the transfer process. 2 

SCOPE 
✓ Mutual funds, certificates and segregated fund transfers 

✓ With MFDA members and non-MFDA members 

✓ Transfer of cash or of assets 

✓ Self-directed, intermediary and client accounts  

✓ Transfer of an account in part or in its entirety 

LIMITATIONS 
• Client cheque 

 

 

 

 
1 Available in the MFDA Bulletin #0823-P: https://mfda.ca/bulletin/bulletin0823-p/  

 
2 Available in the MFDA Bulletin #0823-P: https://mfda.ca/bulletin/bulletin0823-p/  

 

https://mfda.ca/bulletin/bulletin0823-p/
https://mfda.ca/bulletin/bulletin0823-p/
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1. SPECIFIC ISSUES 
What specific issues have you faced in relation to account transfers? Please specify whether the issues 

experienced relate to transfers with members or non-members. 

Observations 

Excessively long timeframes • Missing or incomplete information, such as jurisdiction, lock-in 
agreement or signature 

• Documents sent to the wrong address or not received 

• Rejections that are still sent by mail from other brokers 

• Dependence on changes in volumes at various delivery services 
(Canada Post, Purolator, UPS) 

• Lack of standardized processing times in the industry. These 
transactions therefore become less of a priority for the 
transferring institution. 

 
Inadequate communication 
channels between institutions 

• Information from different companies is not centrally managed 
or updated on a shared platform. It is therefore generally hard to 
obtain information and keep it up to date. 

• Some data required for setting up an account is handwritten on 
the cheque. There is no standard for sharing this information 
between institutions. 
 

Process segmentation within 
the industry 

• Original documents are still required by certain companies or for 
certain situations, such as documents related to death benefits. 

• There are certain fund companies that no longer want to issue 
cheques during the pandemic while others have no method in 
place to get around the standards imposed by their competitors. 
This has created several bottlenecks within the industry. 

• We also noticed varying degrees of commitment to technological 
progress among some brokers and fund companies. For example, 
some Fundserv solutions may not have been adopted by system 
providers. 

 

Reconciliation problems • For transfers completed by net settlement or bank transfer, the 
main problem is reconciliation. A great deal of manipulation and 
manual searching is needed to reconcile the right amounts with 
the right transactions. There are no industry standards on 
personal information that should be linked with reconciliation 
data. 
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Information security All parties desire to maintain the confidentiality of client data; 
transfer requests include sensitive and confidential information. 
We therefore have to be highly vigilant when using this data, 
which limits the openness and efficiency of communications 
between the various parties involved. We need to strike a 
balance between our desire to maintain data confidentiality and 
our shared duty to efficiently complete these transfers for the 
client. 
 

The lack of accountability for 
each party in the process 

The roles and responsibilities of the parties are not clearly defined. 
For example: A cheque issued in the wrong name has no impact on 
the party that issued the cheque. 

 
Restrictive eligibility criteria for 
transactions in Fundserv 

We've identified several restrictions on executing transactions 
electronically and even more criteria on whether transactions are 
eligible for in-cash transfers (ICTs), making it less convenient to 
conduct cheque-less transfers between institutions. 
 

Electronic transfers still require 
paper forms 

Even when instructions are sent electronically via Fundserv, paper 
copies often must then be sent to the manufacturer. This makes 
the process cumbersome despite the fact that data is submitted 
electronically. As a result, related benefits and efforts have been 
limited. 

 

2. SPECIAL CHALLENGES RELATED TO ACCOUNT TRANSFERS 
Have you identified specific types of account transfers that cause more challenges and/or do not occur in 

a timely manner (e.g., dependent on where and how the assets are held, account registration, type of 

product, electronic vs non-electronic processes)? Please provide details: 

In-cash transfers (ICT) • An ICT makes it possible to transfer funds between institutions 
through Fundserv without using cheques. Therefore, you would 
think it's the method we recommend. However, several 
members face restrictions on transfers for various reasons. For 
example, the technology used for manufacturers’ systems is at 
different levels of sophistication, which creates substantial 
processing gaps. 

• Certain products also have specific features (guarantees, age, 
allowed transactions). For example, insurance products rarely 
use ICTs. Consequently, they result in a small percentage of 
transactions that are eligible for ICTs.  
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• Furthermore, we’ve identified complex issues in managing and 
settling cases where ICTs have only partly been completed. In 
these specific cases, documents must still be sent, and the file 
often needs to be corrected, which can be expensive. 

 

RIF, LIF or locked-in plans 
 

• For these kinds of plans, a minimum payment must be made 
each year, and there are sometimes maximums on how much 
can be paid. We’ve noticed a large number of transfers are 
rejected because clients have not given specific instructions on 
payments to be received before the transfer occurs. 
 

Special accounts • Transfers between accounts that require additional information 
such as corporate accounts or a redemption in an RESP that 
doesn’t always include the fields or connections via Fundserv. 
These transactions must often be carried out directly. 

 

Products that aren’t available 
on Fundserv 

• Some products, such as GICs and certain insurance products, 
cannot be traded using Fundserv. For example, some purchases 
or transfers won’t work for an insurance product because the 
annuitant’s age must be verified on the documents in advance. 
 

Transfer after the death benefit 
is paid 

• Transfers after a death benefit is paid are always settled directly, 
since documents and verifications are required as part of 
approving the settlement process. 

• Furthermore, since the funds are transferred from one person’s 
account to another's, this makes it even more complicated to 
reconcile transactions after a net settlement or bank transfer. 
The cheque and related documents often have information 
that’s important for tax and legal treatment. 
 

 

3. OUR VISION FOR STANDARDIZING AND AUTOMATING ACCOUNT 

TRANSFERS 

Are there areas in the account transfer process that should be standardized or automated (e.g., specific 

timeframes, electronic processing)? Please explain. 

Standardization and automation could require more responsibility, more effort and more commitment 

on the part of the parties involved. But we think that these parties should consider the results that may 
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be achieved by cooperating on instituting new standards. The benefits may well be worth the effort and 

resources needed. 

Define specific, shared timeframes 

Creating a framework and defining clear timeframes for completing these transfers will definitely clarify 

how these transactions are processed and demand more accountability and discipline. At present, each 

company carries out the process in accordance with its capacity and internal processes. It is therefore 

hard to track these transactions or reassure the client while they are being processed. 

Clarify roles and responsibilities  

The roles and responsibilities of the parties involved in account transfers have not been well-defined. 

For example, if the transferring company makes a mistake on the cheque, said company will not 

generally want to be responsible for the cost of corrections due to additional delays. And there’s nothing 

that forces the company to do so. This is a grey area in terms of compensation and client care: The 

institution receiving the transaction isn’t responsible, but is nevertheless asked to compensate the client 

for any losses or costs. 

Expand the criteria for electronic transactions and ICTs 

At present, most of the industry's transactions are carried out directly. Several factors are needed to 

perform ICTs. Consequently, they are not often carried out. Here's an incomplete list of restrictions 

currently documented at our broker for in-cash transfers: 

✓ They must involve the same client and the same account 

✓ It must be an in-cash transfer 

 

Eligible account types • Client name accounts only  

• Money market funds are not eligible 

Eligible accounts Non-registered, TFSA, RRSP, spousal RRSP, group RRSP 

Manufacturers Must be between two different manufacturers (one 
manufacturer for the outgoing side of the transaction and 
another for the incoming side) 

Transactions Electronic transactions only, limited to a maximum of 10 
incoming transactions and 10 outgoing transactions 

Input Outgoing side: total, units, dollars, percentage, 10% free 
units, matured units, no fee – all actions 
Incoming side: percentage only 
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Centrally manage data from different institutions for electronic fund transfers  

Since a large percentage of transactions will nevertheless be carried out directly, either because they are 

not eligible under certain Fundserv criteria or because they involve a product that cannot be traded on 

Fundserv, it would be a good idea to have an alternative to bank transfers. For example, we would ask 

the MFDA consider working with other stakeholders, including applicable regulators, to create a shared 

platform to centrally manage bank details and reconciliation instructions from various industry 

stakeholders. Each institution would be required to notify the responsible authority of any relevant 

change. The reason that many institutions have failed to transition to executing or receiving inter-

institutional bank transfers is because of the difficulties involved in reconciling such transactions, not 

because the transactions themselves are hard to carry out. In fact, every company already performs 

redemptions for its clients or transfers between them. They have the tools but not the method. 

Improve and standardize reconciliation rules  

The industry must standardize requirements for personal information for net settlements or bank 

transfers. For example, the last three digits of their SIN and the initials, first and last names, linked to an 

amount, could be used as a description for bank reconciliations. 

Contact information and communications between parties 

Requirements and communication channels should be set out in the agreements between fund 

companies and brokers. Communication methods, including bank details and reconciliation information, 

should be an integral part of establishing a business relationship. 

 

SUGGESTIONS AND IMPROVEMENTS FOR REGULATIONS ON THE 

ACCOUNT TRANSFER PROCESS  

Do you have suggestions on how regulators can improve the account transfer process? Please provide 

details. 

Standardize existing processes by: 

• Setting out specific timeframes for completing account transfers and listing the roles and 

responsibilities of the recipient (recipient versus the representative) in more detail. 
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• Expanding the criteria for electronic transactions and ICTs between the various providers 

so that they can carry out transactions more effectively using Fundserv.  

Promote inter-company data exchange and accessibility by: 

• Using a platform to collect and centrally manage banking details, reconciliation 

information and points of contact, for both members and non-members, to promote 

data exchange and improve communications security between institutions. 

• Encouraging businesses to meet to discuss best practices and ways to improve 

processing. Our common goal of modernizing and standardizing electronic processing will 

provide substantial benefits. Regular and lengthy consultations between partners as part 

of this process of exchanging feedback on irritants and possible solutions could help us 

move forward. 

Automate certain processes and make them more flexible by: 

• Imposing standards regarding the payment of minimum amounts for income plans when 

accounts are set up, with the goal of reducing the significant number of rejections due to 

incomplete transfer forms. 

• Consistency in policies and procedures of Members and non-Members:Develop 

policies and procedures in coordination with other regulators/stakeholders to ensure 

consistency with Member and non-Member processes.  


