
 This is part of a series of documents that 
provide background on how RBC® manages our 
economic, social and environmental impact. 
The series supplements our annual corporate 
responsibility reporting.
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Why responsible banking 
matters to our business    
As a financial services company, we believe that our 
first and most important responsibility is doing our jobs 
as bankers well, serving our clients with integrity every 
day and safeguarding the trust they put in us. This is so 
fundamental to how we operate in the marketplace, that 
we could not have stayed in business for almost 150 
years otherwise. We believe we must take responsibility 
for our products and services, from how we develop and 
sell them, to the impact they have on the communities in 
which we operate.   

RBC serves more than 15 million clients in Canada and 
around the world.  We strive to earn our clients’ trust by 
serving them responsibly, providing them with access to 
the financial products, services and advice they need to 
make the best decisions possible and meet their goals.  
As a result, we strive to ensure that our offerings have 
not only a positive economic impact, but also a positive 
social and/or environment impact as well. 

What's inside

Priorities and programs 2
Responsible products 2
Responsible service 4

Policies and practices 10
Risk management 10
Industry codes of conduct 10
Privacy policy 10
Integrity in marketing and  
sales communications 10

Stakeholder engagement 11
Governance 12

Our approach 
RBC is one of North America’s leading financial services 
companies. In order to “always earn the right to be our 
clients’ first choice,” we have a number of priorities in 
the marketplace:

    Provide access to banking though a wide range 
of channels;

    Ensure that we have banking solutions for individuals 
belonging to traditionally underserved groups;

    Promote financial literacy among clients and the 
general public;

    Respect clients’ privacy, safeguard their information 
and protect them from fraud;

    Develop products and services responsibly, 
including those that have positive social or 
environmental impacts;

    Listen and respond to clients.   

rbc.com/community-sustainability

About RBC in the 
Marketplace  
Priorities, Policies and Governance 

http://www.rbc.com/community-sustainability/news


Priorities and programs 
Responsible products  

Increasingly, banks are held accountable for the social 
and environmental impacts of their business, in addition 
to the manner in which they conduct their business.  At 
RBC, one of our priorities is to develop products and 
services responsibly.  For instance, when we provide 
credit we strive to ensure that clients are able to manage 
their debt comfortably; we believe this is not just a sound 
risk management practice, but it is part of responsible 
lending practices. 

Development of products and services 

RBC has an enterprise-wide policy that sets out a rigorous 
process for assessing the risks of financial products 
and services we develop, and lays out a clear approval 
process for all product and service development. 
Approval levels correspond to the level of risk identified, 
and we evaluate products for a range of risks in order to 
ensure they align with our risk appetite and applicable 
laws and regulations.  

Credit and lending 

For RBC, responsible lending means providing credit to 
clients who are able to manage their debt comfortably. It 
also means having policies and processes in place that 
enable us to identify and manage risks associated with 
a business client’s social and environmental concerns 
(which can affect the business client’s cash flow, ability 
to operate and ability to grow business). This minimizes 
our exposure to credit, reputational and legal risk. By 
incorporating social and environmental considerations 
into our lending process, we can promote social and 
environmental standards in all types of business, both 
directly and indirectly.

RBC maintains a suite of risk management policies 
designed to help us identify, assess and mitigate the 
social and environmental risks associated with financing 
small business, commercial and corporate clients. 
These policies reflect our commitment to a balanced, 
responsible approach to business.  Incorporating 
environmental and social issues in the credit risk 
assessment process underscores the value we place 
on environmental and social standards in all types of 
business. We review these policies regularly to ensure 
that they reflect our understanding of evolving social and 
environmental issues and that we comply with legal and 
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operational requirements.  For more information, please 
visit rbc.com/community-sustainability/environment/
responsible-financing.html.

Restricted transactions 

There are certain types of clients and transactions that 
RBC restricts or prohibits. For instance, our Credit Risk 
Framework outlines that these include, but are not 
necessarily limited to those involving: 

    The direct financing of companies manufacturing or 
trading in equipment or material for nuclear, chemical 
or biological weapons, landmines or cluster bombs;

    Financing of internet gambling businesses;

    Granting of credit to entities subject to economic 
sanctions, or those on RBC’s No Credit Risk 
Business List;

    Credit transactions where the objective appears to 
be to engage directly or indirectly in illegal activity, 
or to mislead regarding financial statements or 
regulatory reporting;

    Credit transactions involving undocumented 
agreements, disbursements or funds transfers; 

    Granting of credit to a business or individual engaged 
in activities inconsistent with generally accepted 
standards of ethical behaviour in the community; and

    Situations where it is clear that RBC would be providing 
implicit or indirect financing support for transactions 
involving any of the above activities.

In addition to the restrictions listed above, our risk 
principles guide our decisions. We avoid all activities 
that are not consistent with our values, Code of 
Conduct or policies. Our reputation is one of our most 
valuable assets, and we will not pursue any transaction, 
loan, deal, client or profit opportunity that puts our 
reputation at risk. Any transaction, product, business 
activity or client relationship that potentially exposes 
RBC to reputational risk is subject to broad and senior 
executive review, which can lead us to restrict a 
particular transaction, product, business activity or 
client relationship.

We review and update our Credit Risk Framework and 
policies regularly to ensure that our financing activities 
are consistent with sector best practices.

For a full overview of our risk management 
policies, please see our Annual Report at rbc.com/
investorrelations/annual-meeting-reports.html.
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Responsible investing  

Socially responsible investing (SRI) is an investment 
management approach that integrates social values 
into the investment process by screening potential 
investments based on issuers’ environmental, social 
and governance (ESG) policies or the industries in which 
they operate.  RBC Global Asset Management Inc. is 
a Sustaining Member of the Responsible Investment 
Association, a non-profit organization devoted to 
promoting responsible investing in Canada.

At RBC, we offer a number of options for individual 
investors who are interested in SRI.

Canada 

    RBC Global Asset Management Inc.’s SRI mutual 
funds, which include the RBC Jantzi Funds, and the 
Phillips, Hager & North Community Values Funds.  
For more information, please visit funds.rbcgam.
com/investment-solutions/socially-responsible-
investments/index.html;

    Segregated accounts for institutional clients that are 
managed by the RBC Global Asset Management team 
on an SRI basis; 

    A carbon trading desk;

    Bankers specialized in solar technology and renewable 
energy in our RBC Capital Markets group;

    A team of specialized cleantech lenders in our 
Commercial Banking group; 

    A team responsible for implementing RBC’s social 
finance and impact investing activities.

United States 

    Our SRI Wealth Management Group has over 30 years 
of responsible and sustainable investment experience. 
This group provides personalized SRI services to high 
net worth individuals and institutional clients across 
the United States. For more information, please visit 
rbcwmfa.com/sri/;

    Our RBC Capital Markets Tax Credit Equity Group 
invests in green affordable housing;

    Our Minneapolis-based RBC Global Asset Management 
(U.S.) Inc. manages the Access Capital Community 
Investment Strategy (which invests in debt securities 
that support community development across the 
United States).   

rbc.com/community-sustainability

Mutual funds 

RBC is committed to fostering strong mutual fund 
governance. We actively participate in industry 
associations to support effective regulation that benefits 
the investing public.

RBC Global Asset Management Inc. was a leader in 
developing and implementing an industry rule requiring 
all Canadian mutual funds and investment funds to have 
an independent review committee. This is intended 
to protect the interests of investors by requiring 
independent reviews of conflicts of interest that may 
arise in fund management.

As a global institutional investor, RBC Global Asset 
Management Inc. believes that the proper disclosure 
and management of ESG risks and opportunities by 
the companies or countries in which we are invested 
will enhance the long term, sustainable performance of 
those investments.  Accordingly, we seek to integrate 
ESG factors into our investment process when doing so 
may have a material impact on our investment risk or 
return.  We also engage with the companies in which we 
are invested on those issues.  We actively participate in 
organizations promoting responsible investment such 
as the Canadian Coalition for Good Governance, the 
Responsible Investment Association, the International 
Corporate Governance Network, the Council of 
Institutional Investors and the Carbon Disclosure Project.  
We vote the shares that our funds own in accordance with 
our custom Proxy Voting Guidelines which are reviewed 
and updated every year and we disclose the funds’ proxy 
voting records.   Our proxy voting guidelines and our 
voting records are available on our website at funds.
rbcgam.com/investor-information/proxy-voting/index.
html.

Green products, services and advice 

RBC offers green products, services and advice that 
contribute to environmental sustainability or that 
empower clients to reduce their environmental footprint 
or transition to more sustainable business models.  

We offer environmental products and services, such as 
electronic statements, homeowner mortgage and loan 
products that support improvements in energy efficiency, 
solar panel financing for homeowners and businesses, 
socially responsible investments and advisory, carbon 
trading and clean energy financing services and business 
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advice on environmental sustainability. Please see our 
Green Products and Services page (rbc.com/community-
sustainability/environment/green-products-services.
html) for more information.

For business clients, the RBC Greening Your Business 
Advice Centre (rbcroyalbank.com/commercial/advice/
greening-your-business/) offers videos, articles 
and webinars to assist in discovering the business 
opportunities in environmental sustainability.

RBC Capital Markets has signed onto the Green 
Bonds Principles, further committing to embedding 
sustainability into core business activities.

Many regions across North America are experiencing 
more violent and frequent storms, one of the many 
emerging realities of climate change. To help protect 
homeowners, RBC Insurance has developed advice on 
ways to prevent water, wind and hail damage.  Please see 
the Insurance Home & Property Insurance Advice Centre 
(rbcinsurance.com/insuranceneeds/water-damage-
insurance.html)

Responsible service 

Access to banking and insurance 

One of our main jobs is to provide financial services 
to our clients. This may seem simple but it can be 
challenging to give 15 million people the service 
they need -- where, when and as they need it. So, we 
use market research to better understand and serve 
our clients. 

Opening a bank account 

We are committed to ensuring that the process of 
opening a bank account is straightforward for our 
clients and allows us to meet regulatory requirements. 
We provide information about how to open a bank 
account in plain language and make it available in 
multiple languages.  

Global network 

We strive to deliver service where, when and how our 
clients want it. We continue to expand and improve 
our retail branch network, extend our branch hours, 
and provide a range of ATM, online, telephone and 
mobile alternatives.  

For more information, please see our Annual Report at 
rbc.com/investorrelations/annual-meeting-reports.html.

For our locations, please visit:

    Canada: Branch and ATM locator

    USA: RBC Wealth Management Office Locator; 
ATM locator

    Caribbean: Branch and ATM locator

    International: RBC Wealth Management Office locator; 
RBC Capital Markets Office locator

Mobile services 

RBC offers fully integrated mobile applications for 
all major platforms in Canada to make banking more 
convenient for our clients. 

The RBC Mobile app has broad functionality, allowing 
clients to view account details, pay bills and transfer 
funds, send money via Interac e-Transfers and locate 
the nearest branches and ATMs.  It is consistently given 
high ratings on the app stores because it combines this 
functionality with simplicity and ease of use. 

Pricing 

Canada (retail)

 We are committed to providing value for our clients by 
setting reasonable banking fees for our service packages. 
We:

    Conduct regular research in the marketplace to ensure 
that our pricing is competitive;

    Provide a rebate on banking fees or the option to bank 
for free to clients such as students and seniors; 

    Provide account packages that include specific services 
in the package cost, such as unlimited transactions, 
e-Transfers, annual fee waivers on credit cards, RBC 
cross-border debits drafts and discounts on safe 
deposit boxes;

    Offer multi-product discounts for eligible RBC 
Insurance clients who hold a number of policies.
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Diverse groups  

At RBC, we recognize that customized products and 
services are required in order to ensure members of 
various diverse groups have full access to banking.  While 
some stakeholders may characterize these groups as 
being underserved, we do not consider that to be the 
case at RBC.  In particular, we have made significant 
strides in understanding the unique needs of individuals 
belonging to these groups, and offer tailored products, 
services, specialized access channels and community-
based programs to them.  

In Canada, RBC provides financial services and products 
with an added social value to Aboriginal communities, 
people with disabilities, low-income clients, students 
and youth, seniors, women entrepreneurs and 
newcomers. We also support various programs and 
initiatives that support underprivileged regions or groups 
outside of Canada, such as in the United States and 
the Caribbean. 

Aboriginal communities 

Access to banking services and capital are critical to 
helping create wealth and economic sustainability 
in Aboriginal communities. Our service and 
products include:

    Dedicated market managers, account managers, 
trust and investment advisors and risk management 
teams who specialize in understanding the banking 
and credit needs of Aboriginal communities across 
the country;

    A remote banking program for Aboriginal clients who 
cannot travel easily to urban branches;

    On-reserve mortgages and development capital.

We also provide financial support and sponsorships to 
organizations that foster self sufficiency for Aboriginal 
communities in order to:

    Enhance the economic, financial and management 
practices and skills of Aboriginal peoples;

    Advance the full participation of Aboriginal peoples in 
Canada’s labour market;

    Help Aboriginal entrepreneurs connect with 
established business people;

    Achieve a shared vision of sustainable prosperity in 
Canada’s North;

    Foster innovation and education for children 
and youth.

Please visit rbcroyalbank.com/commercial/aboriginal for 
more information on our products and service offerings 
for our clients belonging to Aboriginal communities. 

Persons with disabilities 

Our goal is to ensure equal access to all RBC premises 
and services for clients with disabilities.  For information 
on how we are moving towards achieving this goal, 
including access to branches, ATMs, online banking, and 
telephone banking please visit rbc.com/accessibility.  
In addition, our Public Accountability Statement  
(rbc.com/community-sustainability/reporting-
performance/pas.html) provides information specific 
to Canada.  

Low-income clients 

We are committed to improving banking access to low-
income clients through various initiatives, including: 

    Clear account-opening procedures;

    Specialized products and services, such as low-fee 
banking accounts;

    Multi-product rebates.

Students and youth 

RBC provides advice, banking services and financing 
products for youth and post-secondary students, 
including information on budgeting, how to fund a post-
secondary education and how to track monthly expenses.  
We offer students various no-fee and low-fee chequing 
account options, a range of credit card options and 
financing solutions. For more product information please 
visit rbcadvicecentre.com/student-solution, as well as 
Better Student Life in the RBC Advice Centre. 

Seniors 

We are sensitive to the needs and concerns of the 
growing population of seniors and offer a range of 
specialized services and products.  Information about 
our advice and resources for seniors can be found in the 
RBC Advice Centre, under Seniors Finance and Caregiving 
(rbcadvicecentre.com/key_life_moments/seniors_
finance_and_caregiving) and in the RBC Insurance Advice 
Centre (http://www.rbcinsurance.com/insuranceneeds/
retirement-estate-planning-advice.html). 
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Our offerings in Canada include: 

    Rebates on monthly banking fees ;

    Education aimed at reducing the financial abuse 
of seniors, including information around Powers 
of Attorney;

    Out-of-province/country emergency medical insurance 
coverage for clients aged 65 and above. 

    Wealth insurance solutions that can help retirees, 
and those approaching retirement, address their 
guaranteed savings and income needs (rbcinsurance.
com/cgi-bin/payout-annuities-winback-1896/quote.
cgi?ProspectID=448F88EE353D415AAE2DD555A8A5
7AEB)

In addition, we have an active and long-standing 
involvement with government, community and industry 
forums with a focus on reducing the financial abuse 
of seniors.  For more information, please see our 
Public Accountability Statement (rbc.com/community-
sustainability/reporting-performance/pas.html).

Women entrepreneurs 

Women entrepreneurs are an integral part of the 
Canadian economy, so RBC provides products and 
services that help women start and run successful 
businesses, including a network of market champions 
that serve women entrepreneurs, as well as advice, tools 
and resources to help grow this sector. 

RBC is a member of WEConnect Canada, a non-profit 
organization that certifies firms which are at least 51 
per cent owned, managed and controlled by women. 
This organization connects women entrepreneurs with 
corporations and the public sector.

For more information please see About RBC’s 
Economic Impact and visit rbcroyalbank.com/
RBC:FosxfawYUA4AgACUFKQAAAD0/business/women/
index.html. 

Newcomers to Canada 

RBC recognizes the contributions that newcomers make 
to the social and economic fabric of Canada, and we 
tailor our products and services to ensure we address 
the needs and potential barriers of this demographic. 
These include:

    Integrated banking solutions and alternative credit 
programs to help newcomers get auto and home 
equity financing; 

    Preferred rates on foreign exchange transactions for a 
client’s first year in Canada; 

    Financial services that support the Canadian federal 
government’s Immigrant Investor Program, to 
encourage successful and experienced business 
people to immigrate to Canada. 

In addition, we support organizations and sponsor 
programs that promote the interests of newcomers, 
including education and career placement programs. 
Please visit rbc.com/canada for information on our 
product and service offerings, as well as tools and 
resources, for newcomers to Canada. 

Financial literacy  

We help promote financial literacy through our 
own initiatives and programs and by supporting 
not-for-profit organizations that provide financial 
education programming.  

Promotion of financial knowledge 

As the financial world grows in complexity, and with 
consumer debt on the rise, people need to be more 
knowledgeable than ever about their finances. Yet 
increasingly, many are having difficulty staying on top of 
their financial affairs. The financial services industry, and 
banks in particular, have a critical role to play in helping 
to increase the financial literacy of consumers of all ages.

In Canada, RBC has been promoting financial literacy 
since at least 1924, when we developed our first budget 
book. This was the first of many money management 
tools that we have created over the years to help clients 
manage their finances. RBC continues to promote 
financial literacy — knowledge of credit, debt savings, 
investment and insurance — to clients, prospective 
clients and the public at large. Today’s tools include 
websites, online applications, publications and seminars 
that help clients plan for their financial future, as well as:

    Personalized advice

    In-branch seminars

    The RBC Advice Centre

    The RBC Insurance Advice Centre

    myFinanceTracker

    debt reduction planner and debt 
consolidation calculator

    educational curriculum for students and youth 
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Financial literacy – RBC initiatives
For clients, consumers and employees, we deliver a number of financial literacy programs, including the ones listed in the 
table below.

In-branch advice 
seminars

We deliver presentations in branches across Canada on topics such as fraud, borrowing, 
investments and key life events.

Learning Money 
with Leo

We’ve designed free, practical and fun tools to help parents teach their children (aged three 
to six) about the concept and value of money. An iPad app and online printable resources  
are available.

RBC Better 
Student Life

We offer online advice for students to help them manage their finances.

RBC banking tutorials 
for new Canadians

Our online lessons contain helpful information on financial topics, from saving for a child’s 
education to purchasing a car, available in multiple languages.

Debt reduction planner 
and debt consolidation 
calculator

We offer free online tools to help Canadians improve cash flow and reduce debt.

Financial advice 
campaigns

Our advice campaigns feature advice on topics such as debt reduction, using credit wisely, 
cybersecurity, whether to buy or lease a car, and tax-free saving. We offer this advice through 
advertisements, emails, and Twitter‡ and Facebook‡ postings.

myFinanceTracker™
We’ve created a customizable online tool that automatically categorizes transactions, tracks 
expenses and provides advanced budgeting capabilities, empowering personal banking and 
credit card clients to make sound financial decisions.

Community-based 
advice seminars

We offer financial literacy seminars for specific community groups on their premises.

Personalized advice
Our highly trained front-line staff deliver personal and financial advice to clients. We have 
more than 400 branches across the country that, combined, offer advice and/or assistance in 
more than 200 languages.

The RBC Advice Centre

Our Advice Centre is an online source of information on financial trends and issues, with 
calculators, customized tools and advice on savings and investing, everyday banking, 
business, home ownership and mortgages to help Canadians improve their financial literacy. 
A “Key Life Moments” portal features specialized advice for students, new Canadians, 
snowbirds and other groups. We also publish a biweekly email containing advice on financial 
topics, and send it to more than one million clients. It provides information on such topics 
as saving for a child’s education, using an RRSP for the down payment on a first house and 
avoiding identity theft. 

The RBC insurance 
Advice Centre

RBC Insurance offers information and online advice for individuals, families and business 
owners to assess their needs for personal insurance, retirement solutions, credit protection 
and business insurance.

Employee financial 
literacy

A program exclusively for employees with easy-to-understand information about the many 
resources available. It provides advice and helps employees take action on their financial 
future and goals. 
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Financial literacy – Initiatives supported by RBC
In addition to our own extensive financial literacy initiatives, we support other initiatives that promote financial literacy 
around the world.

Canada

YourMoney seminars

RBC employees deliver financial literacy seminars developed by the Canadian 
Bankers’ Association in partnership with the Financial Consumer Agency of Canada in 
classrooms across Canada, helping high school students understand topics such as 
how to handle credit or start a business.

It All Adds Up
(We Act/Free the Children)

RBC developed this program with Free the Children to help students learn key 
vocabulary for understanding money matters, develop their ability to set and achieve 
personal financial goals, plan cost-effective fundraisers and more. Students at the 
elementary level learn to track and analyze their needs and wants while students at 
the secondary level create a personal budget to help them begin preparing for life 
after high school.

Junior Achievement’s 
Economics of Staying in School 

RBC contributed more than $200,000 to this program that provides seminars and 
educational materials on career planning and financial awareness.

Canadian Foundation for 
Economic Education (CFEE) 
workshops

RBC committed $175,000 over two years for a workshop series to help recent and 
established Canadian immigrants improve their economic and financial literacy. 

Omega Foundation 
(SmartSAVER)

RBC supports the SmartSAVER web portal created by the Omega Foundation. This 
portal helps low income families take advantage of Registered Education Savings 
Plans and the Canada Learning Bond by providing RESP information to families. It also 
guides parents in completing the CLB application form, which is forwarded to RBC, 
where the parent can then open the RESP.

Eva’s Initiatives —  
Creating Opportunities for 
Homeless Youth

We contributed $25,000 to this money management project, originally developed 
for residents of a single shelter and later expanded to thousands of homeless youth 
across Canada.

EducationMatters
We contributed $25,000 to help students learn basic financial, managerial, marketing, 
accounting and entrepreneurial principles.

Elspeth Heyworth Centre  
for Women 

We donated $20,000 to help empower immigrant women who are survivors 
of domestic violence by providing them with skills to manage their day-to-day 
financial affairs. 

Regina Adult Learning Centre 
RBC made a multi-year $50,000 commitment to programs that help students gain an 
understanding of debt and recognize the importance of bank accounts and savings.

Association of Women of 
India in Canada Community 
and Social Services’ Financial 
Literacy Training program

RBC contributed $5,000 to help educate immigrant women and their families on the 
essentials of daily budgeting, saving and building a credit history.

Edmonton Financial Literacy 
Society — Making Ends Meet

RBC contributed $5,000 to provide high-quality financial education for people seeking 
to become financially solvent.

Wellspring Cancer  
Support network

RBC supported the expansion of a financial literacy program for cancer patients 
through Wellspring, providing tools they need to identify and apply for government 
programs, understand long-term disability benefits, deal with legal and tax issues and 
use their financial resources effectively when dealing with a cancer diagnosis.

Caribbean

Junior Achievement
RBC donated $18,800 for programs that show young people how to generate and 
manage wealth, create jobs and apply entrepreneurial thinking to the workplace.

Bahamas institute of Financial 
Services g12 Programme

We donated $2,000 to help promote financial literacy among Grade 12 students.
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Protection of clients 

RBC is dedicated to safeguarding the privacy and 
confidentiality of our clients’ personal, business and 
financial information. This is one of our highest priorities 
and remains a cornerstone of our commitment to our 
clients, employees and other stakeholders.  Below is an 
overview of our approach.  For more information, please 
visit rbc.com/privacysecurity/. 

Privacy 

Our Privacy Policy, first developed in 1991, is overseen 
by our Chief Privacy Officer. We use rigorous security 
safeguards and internal controls to ensure the privacy 
and security of information entrusted to us. 

Know Your Client rules 

We promote and sell our products in a fair and 
responsible manner so that we can help our clients 
make the very best financial services choices for 
themselves. Our employees must undergo extensive 
training, make all necessary efforts to know our clients, 
and understand our clients’ personal and financial 
objectives. Our “Know Your Client” rules are a key aspect 
of protecting our clients, as well as our reputation. Our 
due diligence, policies, procedures and solutions comply 
with applicable laws, regulations and industry codes 
relating to the promotion and sale of financial products. 
In many instances, we go beyond what is required by law, 
in an effort to avoid impropriety or even the appearance 
of impropriety. 

Information security and privacy 

As the use of online and mobile banking grows, so does 
the risk of fraud and scams. Banks must protect their 
clients’ information from unauthorized access or use. At 
RBC, we have stringent privacy practices and use a range 
of technologies and security mechanisms to ensure the 
safety, confidentiality and integrity of client information 
and transactions. We employ advanced technology 
and security procedures to help protect against 
unauthorized transactions, as defined in our Electronic 
Access Agreement (rbcroyalbank.com/onlinebanking/
bankingusertips/agreement/eaa/2014/termsindex.
html).   
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Online security 

RBC has developed and maintains sophisticated systems 
and processes for ensuring the security of online 
transactions. For example:

    We have designed our fraud detection systems to 
detect unusual or suspicious behaviour;

    We require valid documentation as “Know Your Client” 
identification for accounts opened online;

    We provide a guarantee against unauthorized online or 
mobile transactions (rbcroyalbank.com/online/online-
banking-security-guarantee.html). 

Fraud prevention 

RBC has stringent security policies and practices, 
supported by around-the-clock resources to prevent, 
detect and investigate potential fraud.  

In addition, we continue to increase our use of analytic 
tools to enable us to focus effectively on specific 
business and client risks, and in order to assist us with 
identifying and applying enhanced scrutiny to potentially 
high risk clients from an Anti Money Laundering and Anti 
Terrorist Financing perspective.

Almost all clients are subject to some form of automated 
transaction monitoring, with typically only very low risk 
clients subject to manual monitoring processes.

Treating clients fairly 

Treating our clients fairly is an important part of ensuring 
“integrity in everything we do” and is the way in which 
we are “always earning the right to be our clients’ first 
choice.” RBC abides by consumer protection and market 
conduct rules and regulations designed to protect 
financial services clients including adherence to a 
number of voluntary external codes to protect consumers. 

Information for clients 

We provide ongoing, regular information to clients about 
privacy, information security and fraud prevention in 
easy to understand and engaging formats, including 
advisories, videos and interactive quizzes, on rbc.com/
privacysecurity.
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Tools include:

    our financial fraud prevention and privacy 
protection brochure;

    our RBC Advice Centre video on identity theft; 

    client presentations focusing on topics such as identity 
theft and seniors financial abuse.

In addition, we have automated some of our fraud 
prevention calls in an effort to reach clients faster 
regarding their information security and to reduce the 
potential of any negative impact on them.

Policies and practices 
Risk management 

Sound risk management practices are fundamental to 
our long-term success, as risk is present in virtually all 
aspects of a financial services company’s business.  
Risk management is a core competency for RBC.  We 
seek to ensure that business activities and transactions 
provide an appropriate balance of return for the risks 
assumed, and have implemented a number of measures 
to determine and manage our risk capacity, establish and 
confirm our self-imposed constraints, set risk limits and 
tolerances, and regularly measure our risk profile.

RBC adheres to a number of principles, codes and 
policies, including our Code of Conduct, which govern 
the integrity and behaviour of those working at RBC and 
inform how we conduct all our business operations. One 
of our general risk management principles is to “Avoid 
activities that are not consistent with our Values, Code of 
Conduct or policies".

Please see our Annual Report (rbc.com/investorrelations/
annual-meeting-reports.html) for information on our risk 
management measures, including discussions around:

    Risk conduct;

    Risk appetite;

    Risk management principles; 

    Risk governance;

    Risk measurements (including stress testing);

    Risk control strategy (including our Enterprise risk 
management framework);

    Risk in the context of our business activities;

    Approach to a variety of risk factors, including: credit 
risk, market risk; insurance risk, regulatory compliance 
risk, operational risk, strategic risk, reputation risk, 
competitive risk, and environmental risks.

Industry codes of conduct 

In Canada, we subscribe to a number of voluntary 
industry codes of conduct to protect consumers. For more 
information on our commitments and details about the 
relevant industry codes, please visit rbc.com/voluntary-
codes-public-commitments.html.   

Privacy policy 

Our Privacy Policy contains principles that describe 
how we collect and use client information, how it may 
be shared and with whom, and our security practices. 
We follow comprehensive privacy policies and security 
practices in compliance with laws to support our value of 

“trust through integrity in everything we do.” 

Integrity in marketing and  
sales communications 

RBC is committed to providing clients with investment, 
banking and insurance information they can easily 
understand and use. Our brochures and websites 
describe our products and services simply, using 
examples for increased clarity. We review contract, policy 
and statement language regularly so that our clients 
can more easily evaluate our products’ suitability for 
their needs.  

Canada 

    Advertising is highly regulated at both the federal 
and provincial levels, with legislation, such as the 
Competition Act, which prohibits false and misleading 
advertising, and provincial consumer protection laws, 
which govern conduct concerning claims that may be 
false or misleading.

    In producing our marketing material, we also follow 
the guidelines and standards of practice of various 
self-regulatory bodies, such as Advertising Standards 
Canada and the Canadian Marketing Association.
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    We subscribe to a number of voluntary codes of 
conduct relating to the responsible sale of financial 
products and services. For example, we follow 
voluntary Canadian banking industry guidelines 
for plain language mortgage documents and apply 
many of those guidelines to other documents such as 
account applications. 

United Kingdom 

    We comply with Financial Services Authority laws 
governing marketing communications, advertising, 
promotion and sponsorship. 

Caribbean 

    We have multiple regulators across the Caribbean, 
and we comply with all their disclosure and 
marketing requirements. 

United States 

    Advertising and communications with the public are 
highly regulated by numerous entities. 

    In producing our marketing material, we follow the 
guidelines and standards of practice of various 
regulatory bodies, such as The Financial Industry 
Regulatory Authority, Inc. (FINRA), U.S. Securities 
and Exchange Commission (SEC), and The Employee 
Retirement Income Security Act (ERISA). 

Stakeholder engagement
Clients 

High levels of client satisfaction are critical to our 
business growth and sustainability. Satisfied and loyal 
clients, whether at the individual or business level, are 
more likely to consider purchasing products and services 
from us, and less likely to move to our competition.  We 
monitor how well we are performing through extensive 
research that evaluates all drivers of client loyalty 
and satisfaction, including how we compare to our 
key competitors. 

We have a well-established customer experience 
measurement program, administered by our Client 
Knowledge & Insights department, a team of in-house 
research professionals. We set and monitor quantitative 
targets to improve client satisfaction and loyalty, and 
measure all components of the client experience on a 
regular basis. 

In Canada, our client experience target is integrated 
within client-service training and tied to employees’ 
performance management. We rely on a range of 
information sources to track client satisfaction and 
loyalty, including:

    our own research and surveys, including direct 
feedback from clients following visits to branches, 
visits to our online banking sites, or calls with our 24/7 
call centers; 

    research conducted by external benchmarking 
organizations, including anonymous client surveys;

    external performance rankings.

Survey results are often linked to specific branch 
employees, which increases accountability and facilitates 
employee coaching.  In this way, real-time client 
comments are directly addressed and serve to improve 
customer service.  Similar practices are in place across 
other channels, including online and telephone banking

In addition, this research informs the development of 
business strategies and subsequent tactics including the 
provision of finance advice and product development, 
by providing powerful insight into what products and 
features resonate for clients, and where we need 
to improve.   

Client complaint process 

We enable employees to resolve client concerns at first 
point of contact, as we believe this approach leads to 
improved customer satisfaction and loyalty. If we are 
unable to resolve a client’s concerns through our normal 
channels, the client may appeal to the RBC Office of the 
Ombudsman. The Ombudsman investigates both sides 
of the issue to assist the parties in reaching a fair and 
reasonable resolution, while respecting the dignity and 
privacy of all parties. 

Certain disputes that remain unresolved after being 
reviewed by the Ombudsman may be directed by the 
complainant to external ombudservices and regulatory 
bodies. The process for handling client concerns is 
outlined in the “Make a Complaint” section of rbc.com/
customercare/index.html. Every year, the Office of the 
Ombudsman produces an annual report, available at rbc.
com/ombudsman, which includes detailed information 
on the number of client cases opened, the final 
dispositions of the Ombudsman, and reviews and tips on 
how to avoid common issues.
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In some cases, a Client Experience Council will review 
customer satisfaction results and client irritants to 
determine areas for improvement.  

Protecting our brand 

As a financial services company, our brand is a very 
important driver of our success. We maintain brand 
health through our common vision, adherence to our 
values, the quality and engagement of our people, the 
level of our clients' experience and satisfaction, and the 
likelihood they will recommend us to others. To this end, 
we monitor and measure brand awareness and health 
through quantitative benchmarks, performance rankings, 
as well as accolades and awards given to us by various 
benchmarking organizations. 

As such, we constantly evaluate the perception of 
clients and non-clients around brand and likeability, 
and communicate brand metrics to management on a 
regular basis.  

Also, our individual businesses are accountable to report 
returns on market investments specific to business-
building initiatives. Brand specific metrics such as 
brand/sub-brand awareness, likelihood to recommend, 
and ad campaign impact are collected across the 
organization and reported back to our Chief Brand Officer 
and brand management experts in order to consolidate 
inputs and measure overall master brand health.  While 
RBC operates under a decentralized marketing model, 
we maintain a team of dedicated Brand Management 
and Communications professionals who manage and 
safeguard our brand reputation and health.

Governance 
The following groups play key roles in establishing and 
providing oversight of our marketplace impact.

Board of Directors Oversight

   RBC Board of Directors

   Audit Committe

   Risk Committee

Executive and management – Oversight, strategy, 
direction, policy and program development leads

   President and Chief Executive Officer

   Group Executive

    Chief Administrative Officer and Chief 
Financial Officer

   Business Unit Heads

    Chief Privacy Officer

    Chief Human Resources Officer

    Vice President, Corporate Citizenship

    Chief Brand and Communications Officer

   Business Strategy Officers

Groups of experts – Specialized functions

   Risk Management

   Brand Management
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