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Quadrus, Quadrus and design, and Quadrus Investment Services Ltd. and design, are trademarks of Quadrus Investment Services Ltd.  

Frequently asked questions 

Processing business 

CapIntel 

Investor questionnaire 

Other 

Resources 

Contacts 

 

Processing business 

Review the workflow scenarios to understand what scenarios require documentation and what type of 

documentation is required. (Note: where CapIntel documentation is not required. Regular compliance 

expectations regarding documenting suitability determination are still required) 

 

Question 
Number 

Question Answer 

1. 
When do I use CapIntel for suitability 
determinations? 

We’re evolving our implementation guidelines in a 
way that works best for your practice, while 
meeting CFR requirements.  
 
Existing clients with no material changes to their 
portfolio allocation will not require process or 
documentation through CapIntel until further 
notice (regular compliance expectations 
regarding documenting suitability 
determination still required)  
 
New account setups and changes to investments 
or KYC will still require an advisor to provide 
documentation through CapIntel to support 
suitability determination. 
  
See Building client focused reforms into your 
business for more details. (Advisor site | Your Key 
Connection | Direct access) 

2. 
Which documents will Quadrus want to 
see for KYC updates and the CapIntel 
report?  

You need to send your KYC update form to head 
office.  
 
The CapIntel report can remain in your client file. 

https://iiipadvisor.freedom55financial.com/portal/IndSsoServlet/customWorkFlowAction.do?configId=configSumTotal&language=en&type=direct_en&RelayState=/geonext/londonlife/Launcher.geo?unified=course_22508460317
https://ykc.greatwestlife.com/portal/IndSsoServlet/ssoAction.do?configId=configSumTotal&language=en&type=direct_en_gwl&RelayState=/geonext/londonlife/Launcher.geo?unified=course_22508460317
https://ykc.greatwestlife.com/portal/IndSsoServlet/ssoAction.do?configId=configSumTotal&language=en&type=direct_en_gwl&RelayState=/geonext/londonlife/Launcher.geo?unified=course_22508460317
https://gm1.geolearning.com/geonext/londonlife/Launcher.geo?unified=course_22508460317
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See CFR training toolkit: Building CFR into your 
business for more details.  

3. 
Do I need to submit the CapIntel 
proposal or investor questionnaire 
results with my paperwork?  

You’re not expected to submit the proposal or 
investor questionnaire results unless Compliance 
specifically asks you to.  However, you must keep 
these in your client file.  
 
We’ll be monitoring transactions and providing you 
with feedback and training opportunities to get you 
comfortable with everything that’s being asked of 
you.  
 
However, Investment Centre will halt trades if a 
client’s KYC hasn’t been updated in the last 3 
years. 

4. 
Can my operations team member input 
data into ClientXPRESS? 

Like today, if you give your operations team 
member written instructions detailing your client 
conversations, they’re allowed to enter data into 
ClientXPRESS. You must keep these written 
instructions in your client’s file. 

5. 

I rely on my aligned Private Wealth 
Councillor (PWC) to create portfolios 
for my clients. How will CFR impact 
this practice? Can I still use the PWC? 

You can still use the services of the PWC to 
develop portfolios for your clients. Please know 
that their recommendation would form one of the 
alternatives for consideration. Remember, CFR 
puts the responsibility for recommendation solely 
on you, the investment representative. As such, 
you’ll need to fully understand your PWC’s 
recommendation and be able to compare it to a 
reasonable range of alternatives to determine and 
document the option that is best suited for your 
client.  

6. 
How many alternatives do I need to 
consider for my clients? 

The regulators have not stipulated a specific 
number of alternatives that you must consider. 
The rules simply state you must use your 
professional judgement to determine how many 
alternatives to consider. It is worth noting that the 
term “alternatives” is plural, suggesting that there 
should be multiple alternatives. 

 

 

CapIntel 

Question 
number 

Question Answer 
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1. 
Do our five investor profiles exist in the 
benchmark dropdown or do we need to 
create them from scratch? 

The five investor profile modules are now 
available in the models tab. 

2. 
Can we delegate access to operations 
team members? 
 

 

You can give delegate access to one of your 

aligned operations team members, so they can 

help you with data entry in CapIntel based on 

your instructions. 

 

You may give delegate access only to one 

operations team member. Operations team 

members may have delegate access for more 

than one advisor’s CapIntel account. Access is 

available in both English and French. 

 

You and your operations team member should 

watch the following videos from CapIntel which 

explain how it works. 

Adding a delegate  

Getting set up as a delegate and delegate view  
 

If your operations team member doesn’t receive 
their registration email once you’ve added them 
as a delegate, confirm that you entered the 
correct email address. If you did, contact CapIntel 
for technical support. 
 
NOTE: More details about what an operations 

can and can’t do to support you are found in the 

Know Your Product (KYP) and trade suitability 

user guide (Advisor site | Your Key Connection). 

 

 

3. 

For segregated fund clients, is there a 
non-Quadrus branded proposal option? 
Or is there an advisor branded option 
that could be used for all clients? 

The primary purpose of CapIntel is for use with 
mutual fund business. Quadrus branding is 
embedded in the tool. However, you can now 
customize new proposals with your firm details 
and more information about you and your 
business using compliance-approved templates.    

4. 
If I’ve completed either the fillable, 
scorable PDF version of the investor 

If you’ve already completed the ClientXPRESS or 
fillable, scorable PDF risk questionnaire with your 

https://share.vidyard.com/watch/nD87ZETUh4PTWDFtwqJnU2?
https://share.vidyard.com/watch/nVMm2Nz9W1SGJvoWHuq14p?
https://iiipadvisor.freedom55financial.com/portal/stellent/groups/public/documents/S1_306378.pdf
https://ykc.greatwestlife.com/portal/stellent/groups/public/documents/S1_306378.pdf
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questionnaire or the one in 
ClientXPRESS, do I need to do it again 
in CapIntel? 

client, you can skip the questionnaire within 
CapIntel and just enter the results. 
 
In order for the scoring to work in the fillable, 
scorable questionnaire, you must download it and 
open it in Adobe Reader before you begin to 
enter responses. 

5. 
Can you add a model you’ve already 
created into the client you’re working on? 

Yes, you can add any saved model to a new 
comparison or contact. While you’re comparing 
products in the comparison builder, select ‘Load 
Portfolio’ to add in the model you’re looking for. 
You can do the same thing from a contact in the 
contact tab. 

6. 
Where do you draw your fund 
information from? 

CapIntel has about 9 data providers. Most 
importantly, Refinitiv. They have a robust 
universe of investments. CapIntel pull data from 
the same sources as all other competitors. They 
also have the ability to isolate what’s on 
Quadrus’s shelf.  

7. 
Can we compare our funds with third 
party funds? 

Yes, you have access to our entire universe of 
funds and you’re not limited to what’s on your 
shelf. The items that are on your shelf are 
indicated with a small check next to the fund 
name. 

   

8. Are the returns net of fees? Yes, all returns are shown net of fees. 

9. 
In my practice, I charge 1% annually. Do 
I enter 100bps or 1.0% 

You would enter 100bps for 1.0%. 

10. 
Can you compare a client’s GIC at their 
bank with a proposed portfolio? 

Yes, you can add a GIC to a comparison as well 
as a portfolio. 

11. 

I currently have proposals on other 
platforms like Morningstar or Mackenzie 
Precision. Can I import those models to 
CapIntel? 

CapIntel doesn’t currently offer a way to import 
models from other platforms. However, CapIntel 
can give you help on how to enter these portfolios 
into the CapIntel system. 

12. 
Can I select a portfolio for comparison 
that’s less risky than the client’s current 
portfolio? 

Comparisons must match your client’s KYC as 
much as possible. If you’re underinvesting 
compared to the client’s KYC, you must justify 
that choice. 

13, 
When do I need to complete a suitability 
determination? 

You’re responsible for an account’s suitability. 
You must ensure the account remains suitable 
after each transaction. If a transaction doesn’t 
materially alter the allocation of the account, you 
don’t need to complete a new suitability 
determination. However, if the transaction 
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materially alters the allocation of the account, you 
must complete a suitability determination. 
 
Refer to CFR training toolkit: Building CFR into 
your business. 

14. 

If I have a client who has a portfolio of 6 
different funds and I’m completing a 
purchase into one fund or switching from 
one of their funds to another, do I need 
to complete a comparison report for the 
whole portfolio or only the relevant fund?  

Because adding or redeeming money from one 
fund or switching from one fund to another can 
materially alter the account’s allocation, you must 
complete a suitability determination for the entire 
account. 

15. 
If I’m redeeming only free units, do I 
need to complete a suitability 
determination? 

If you’re redeeming free units proportional to the 
fund allocation, then you don’t need to complete 
a suitability determination because the account’s 
allocation isn’t materially altered. 
 
If you’re redeeming free units, but not in 
proportion to the fund allocation, you do need to 
complete a suitability determination because 
you’re materially altering its allocation. 

16.  

If I’m rebalancing a portfolio and it goes 
offside due to unequal growth within the 
funds, do I need to complete a suitability 
determination? 

If the rebalancing brings the account back to the 
agreed upon allocation, you don’t need to 
complete a suitability determination. 
 
If the rebalancing deviates from the allocation you 
previously agreed on with the client (for example, 
you’re using a new fund or changing the 
weighting of funds in the account), you’ll need to 
do a suitability determination.  

17. 
When do I need to submit a CapIntel 
report? And does it need to be dated 
before the application is signed. 

You don’t have to submit a suitability 
determination to head office. You are required to 
keep it in your files for audit purposes. You may 
be asked to produce the document as part of a 
resolution of a suitability issue, a branch review 
or random sampling. 

18.  
Can I use the benchmark or index that 
the CapIntel tool provides as part of the 
comparison suggestions? 

You shouldn’t use this benchmark for your 
comparison because you can’t invest in it. You 
must either create your own comparisons or use 
one of the samples. 

19. 
I’m having system issues with new 
portfolios or funds. 

If a fund doesn’t have a long documented history 
you’ll need to select a proxy option in CapIntel 
that extends the history of the fund. 
 
If you need help selecting a proxy option, contact 
CapIntel. Contact details available below. 

https://canadalife.sumtotal.host/Broker/public/homerealmdiscovery.aspx?wtrealm=https%3a%2f%2fCANADALIFE.sumtotal.host%2fcore%2f&wctx=&wa=wsignin1.0&whr=&ReturnUrl=http%3a%2f%2fcanadalife.sumtotal.host%2fBroker%2fToken%2fSaml11.ashx%3fwa%3dwsignin1.0%26wtrealm%3dhttps%253a%252f%252fCANADALIFE.sumtotal.host%252fcore%252f%26wreply%3dhttps%253a%252f%252fcanadalife.sumtotal.host%252fCore%252fpillarRedirect%253frelyingParty%253dLM%2526url%253dcore%25252Factivitydetails%25252FViewActivityDetails%25253FActivityId%25253D14%252526UserMode%25253D0
https://canadalife.sumtotal.host/Broker/public/homerealmdiscovery.aspx?wtrealm=https%3a%2f%2fCANADALIFE.sumtotal.host%2fcore%2f&wctx=&wa=wsignin1.0&whr=&ReturnUrl=http%3a%2f%2fcanadalife.sumtotal.host%2fBroker%2fToken%2fSaml11.ashx%3fwa%3dwsignin1.0%26wtrealm%3dhttps%253a%252f%252fCANADALIFE.sumtotal.host%252fcore%252f%26wreply%3dhttps%253a%252f%252fcanadalife.sumtotal.host%252fCore%252fpillarRedirect%253frelyingParty%253dLM%2526url%253dcore%25252Factivitydetails%25252FViewActivityDetails%25253FActivityId%25253D14%252526UserMode%25253D0
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20.  

If I’m switching funds to the same fund 
but with a different load structure or in a 
different series, do I still need to 
complete a suitability determination? 

If you’re changing from DSC to FEL, you don’t 
need to complete a suitability determination. 
However, you should show why the load change 
is in the best interest of the client. 
 
If you’re changing series, you must complete a 
suitability determination to demonstrate why it’s 
beneficial to the client. 

 

Investor questionnaire 

Question 
Number 

Question Answer 

1. 

Do I have to go through that risk 
questionnaire, or can I use our own 
and then just input what risk tolerance 
is? 

For individual and joint account KYCs, you must 
complete the investor questionnaire. You can 
choose to complete it: 

• In ClientXPRESS 

• In CapIntel 

• Using the fillable, scorable PDF. Note: In 
order for the scoring to work in the fillable, 
scorable questionnaire, you must 
download it and open it in Adobe Reader 
before you begin to enter responses. 

 
For corporate and non-corporate entity accounts 
(for example, formal trust, estate etc.), you must 
use the investor questionnaire in either CapIntel or 
by using the fillable, scorable PDF.  
 
For Constellation accounts, you must use the 
investor questionnaire in Constellation.  
 
 
 
These questionnaires have been specifically 
designed to meet your CFR requirement for doing 
a deeper dive for KYC information. This is why 
they are mandatory.  
 
See CFR training toolkit: Building CFR into your 
business for more details.  

2. 
What is a KYC (know your client) 
material change? 

The implementation of CFR hasn’t changed what 
constitutes a material change to KYC.  
 
As stated in Quadrus Policies and Procedures, a 
material change to a KYC includes, but may not 
be limited to, a change in: 
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• Income  

• Net worth 

• Occupation 

• Number of dependents  

• Marital status 

• Risk profile 

• Liquidity needs 

• Investment needs and objectives 

• Time horizon 

• Investment knowledge 
Introduction of a third party (for example, Power of 
Attorney) 
See the CFR training toolkit: Building CFR into 
your business for more details.  

3. 

Where can we find the investor 
questionnaire on Investment Centre to 
download? Can I send it to my client 
for completion? 

You can download a fillable, scorable PDF version 
of the Dealer Investor Profile on the Dealer page 
and in the CFR training toolkit. In order for the 
scoring to work in the questionnaire, you must 
download it and open it in Adobe Reader before 
you begin to enter responses. 
 
If you and your client complete the fillable, 
scorable PDF version, you or your assistant will 
need to enter your client’s KYC information in 
AccountXPRESS. 
 
The investor questionnaire is meant to be an 
exercise completed with the client to document 
your deeper dive with the client. Clients may have 
questions, which, as you answer them, provide 
more information to the advisor for making 
appropriate recommendations. 

4. 

Since clients may answer the 
questions within the investor 
questionnaire differently, do we have to 
answer a questionnaire for each 
account? 

Yes. The investor questionnaire is designed to 
assess the client’s risk profile, objective and time 
horizon for each plan and will automatically filter to 
the plan level KYC for that particular plan. As 
such, you’ll need to complete one for each plan if 
you’re completing the questionnaire in 
ClientXPRESS. If you’re using the fillable, 
scorable PDF, you can enter answers for up to 
four plans on one questionnaire for an individual 
or joint plan. 

5. 
What happens if my client’s KYC is 
over three years old? 

Beginning Jan. 1, 2022, if a KYC is older than 3 
years, trading on the plan it is associated with will 
be automatically halted. The only way to proceed 
with trades on the account would be to update the 
client’s KYC. The investment representative is 

https://canadalife.sumtotal.host/Core/pillarRedirect?relyingParty=LM&url=core%2Factivitydetails%2FViewActivityDetails%3FActivityId%3D14%26UserMode%3D0
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responsible for any costs associated with a 
request to adjust the trade date as a result of a 
delay due to the KYC not being current. 

6. 
Do I need to complete the investor 
questionnaire each time I update a 
KYC? 

When reviewing your client’s KYC information with 
them, if you determine there has been a material 
change (for example, a change that may impact 
how they invest their money), you must complete 
a new investor questionnaire to determine 
whether adjustments to their KYC and/or holdings 
is required. If there are no material changes, you 
are not required to complete a new investor 
questionnaire. 
 
See the CFR training toolkit: Building CFR into 
your business for more details.  

7. 
When must I complete an investor 
questionnaire? 

Any time you open a new account or there’s a 
material change to your client’s KYC, you need to 
complete a new investor questionnaire to 
determine your client’s dealer investor profile. 

 

Other 

Question 
Number 

Question Answer 

1. 

Do you know if the Quadrus-embedded 
models will include only Canada Life 
funds or a mix of multiple fund 
manufactures? 

The models will include both Canada Life funds 
and third-party funds. 

2. 
How will CFR impact my licensed 
assistant’s ability to sign off on trades? 

Licensed assistants have the same responsibility 
as investment representatives when it comes to 
CFR. That said, their contract does not permit 
them to create recommendations of their own.  

3. 

I hear a lot about the fact that my 
recommendation has to be in my 
client’s best interest. What happens if 
the recommendation I make today is 
no longer the best tomorrow? 

The term “best interest” is often misunderstood as 
meaning you must find the perfect asset mix for 
your client. But the perfect asset mix doesn’t exist. 
“Best interest” means you need to consider a 
reasonable range of alternatives and provide your 
client with recommendations that meet their 
needs.  
 
You don’t need to compare the universe of funds 
to one another. You simply need to compare a 
range of alternatives that would meet your client’s 
needs and, of those, recommend the one best 
suited for the client.  
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The key here is to effectively document why the 
recommendation chosen was the best choice for 
the client when compared to the other 
alternatives.  
 
CapIntel and ClientXPRESS have been 
specifically configured to help you meet these 
requirements. 

4. 
I already have model portfolios for 
each client type. Why do I need to 
compare them to other alternatives? 

Not all models are right for all clients. For 
example, you may have a client with a medium 
risk profile who is very concerned with fees over 
returns. You may have another medium risk client 
who is more concerned with returns over fees. As 
such, a standard portfolio geared for medium risk 
clients may be appropriate for one, but not the 
other. 

5. 

When considering a reasonable range 
of alternatives, do I need to compare 
like funds (for example, Canadian 
equity to Canadian equity)? 

When you’re comparing funds to add to a 
standardized portfolio, you should compare like 
funds. However, when you’re comparing different 
portfolios (which can be made up of one fund or 
many funds) for individual clients, you don’t need 
to compare like funds because you may consider 
different strategies for the same client. 
. 

6. 
When transferring assets into Quadrus, 
am I expected to compare to the old 
portfolio? 

While you don’t have to compare to the old 
portfolio, this would be a great sales feature of 
CapIntel. You can easily demonstrate how the 
portfolio you recommend compares historically to 
the client’s existing portfolio. While past returns 
are not indicative of future returns, this is still very 
illustrative to a client and likely similar to what is 
done today. Using CapIntel makes this 
comparison much quicker and easier.  

7. 

If it the investment is new money (in 
other words, money that hasn’t been 
previously invested), what am I 
comparing to? 

You’re expected to compare a reasonable range 
of alternatives. This can be past investments or 
different scenarios that the client can choose from 
for new money. There will be a sample portfolio 
you can choose to compare against (although 
you’re not obligated to use these samples). 

8. 
Do I have to come up with a new 
comparison each time I do a 

If a transaction is in the same proportion as a 
previous transaction for which you did a CapIntel 
suitability determination within the last 12 months, 
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transaction with a client? What if they 
do small but infrequent amounts? 

you can rely on that determination for the new 
trade. 
 
However, if there’s a material change in the 
allocation (for example, different amounts to the 
same or one or more different funds), then you 
must complete a new CapIntel suitability 
determination.  
 
If you’re doing 10% free switches to the same 
funds (in other words, you’re not changing the 
allocation, you’re only changing the fee structure), 
you don’t need to complete a CapIntel suitability 
determination. 
 
If you’re doing an in-kind transfer, you don’t need 
to do a CapIntel suitability determination, but you’ll 
need to one when you’re completing the first 
transaction after an in-kind transfer. 
 
See CFR training toolkit: Building CFR into your 
business for more details.  

9. 
Will the scoring matrix for the investor 
questionnaire be made available to 
advisors? 

Yes, the fillable, scorable PDF version of the 
investor questionnaire includes the scoring matrix.  

 

Resources 

• Visit the Client Focused Reforms section on the dealer page for more tools and resources. 

Contacts 

Here’s who to contact with your questions. 

Question  Contact  

Client focused reforms and what you need to do to 
prepare  

Aligned field leader    

Compliance regulations and processes  Regional Compliance Consultant  

CapIntel  Access CapIntel’s live chat support from 
9 a.m. – 5 p.m. ET, Mon. to Fri.  
https://capintel.io/   
Email CapIntel support: 
support@capintel.com   

 

https://www.combined-strength.canadalife.com/qisl.html%22%20/l%20%22supporting-you
https://capintel.io/
mailto:support@capintel.com

