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FIRST WEST CREDIT UNION 
 

REGISTERED DEPOSIT ACCOUNT TERMS AND CONDITIONS 
 

Terms and Conditions for Your Registered Deposit Account 
 
These terms and conditions govern the Registered Deposit Account (“Account”) held within a First West Credit Union 
Retirement Savings Plan, Retirement Income Fund, or Tax-Free Savings Account (“Registered Plan”). By signing the 
Registered Deposit Account Application you accept the terms and conditions of this Registered Deposit Contract and 
the Registered Deposit Account Application, which together make up the “Registered Deposit Contract.” The 
Registered Deposit Contract is also subject to the provisions of the Application Form and the Terms and Conditions of 
the Registered Plan in which this money is held and you are the annuitant or holder of the plan as may be applicable. 
 
You should read it carefully and keep a copy of it for your records. We promise to provide you with your Account and 
the services described in this document. In return, you promise to be responsible for your Account to use it according to 
these terms and conditions (and any other terms and conditions that we may tell you about from time to time).  If your 
Account pays interest, you can find current interest rates by visiting us online, contacting us by phone, or visiting us in-
branch.  By applying and using the Account, you accept these terms and conditions and, in return for us agreeing to 
allow you to use the Account, you agree to the terms and conditions described in this document. If you have any 
questions, comments or concerns, we are available at any of our branches, by telephone or at our website (information 
available in section 15 of this Registered Deposit Contract (“Contact Us”)). 
  
1. Definitions You Need to Know 

 
 Here are the definitions for some of the words we use in the Registered Deposit Account Contract that have a 

specific meaning. When we use these words in the terms and conditions below, they will be capitalized. We 
have also included section headings to help you along the way. The headings are not part of the terms and 
conditions and do not impact what the terms are, how they apply, or what they mean. They just make this 
document easier to read and make finding the rules that apply to a topic easier for you to find. 
 

 “Access Terminal” means any device you can use to access any of your Accounts such as, for 
example, a computer, or a portable hand-held device including a tablet, cell phone, or other wireless 
device. 
 

 “Account” means your registered deposit account held within a First West Credit Union Retirement 
Savings Plan, Retirement Income Fund, or Tax-Free Savings Account. 
 

 “Account Statement” means any record of any activity on your account that includes information about 
the balance of an Account, whether made available or provided to you electronically or as a mailed 
paper statement. 
 

 “Depositor”, “you”, or “your” means each Member who is named as and holds the Account with us, 
including a legal representative for an Account. 
 

 “Financial Institution”, “we”, “us”, or “our” means the financial institution named in the Registered 
Deposit Account Application that holds your Account. 
 

 “Member” means the person who becomes a member of the Financial Institution under our Personal 
Membership Application.  
 

 “Notice Contact Information” means the postal address, email address, fax number, telephone 
number, or other contact information you give us and that we use to give you written notice under this 
Registered Deposit Contract, except if you have opted to receive notices and other communications 
electronically, in which case, the designated information system set out in the Communication 
Preferences section of your Personal Membership Application will apply. 
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 “Notification” means a written notification that we give you to let you know with respect to your 
Account, including (as applicable) notifications sent by email or SMS text message to your Notice 
Contact Information. 
 

 “Online Banking” means the digital services that we offer you to manage your accounts through an online 
channel accessible through our Website Portal.  
 

 “Password” means a password, personal access code, passcode lock personal identification word or 
biometric information used to access the Account. 
 

 “Personal Account & Service Fees Schedule” means the schedule setting out the service charges and fees, 
that are applicable to deposit accounts and other services we offer. 
 

 “Registered Deposit Contract” means this document, which is the agreement between you and us 
containing the terms and conditions relating to your Account, and includes the Registered Deposit 
Application, any other consent or other form you give us with the Registered Deposit Account 
Application, Personal Account & Service Fees Schedule, the Interest Rates Schedule and, any other 
agreements between us that set out the rules that apply to the Account. 
 

 “Third Party” means any person, firm, corporation, association, organization, or entity that is not you or 
us. 
 

 “Website” means any website operated by us. 
 

 “Website Portal” means any website operated by us through which you sign into Online Banking. 
 

2. How You Can Use Your Account 
 

 You can use and access the Account as long as you comply with this Registered Deposit Contract and the 
agreement governing your Registered Plan. You agree that your Account will be used as a personal account 
only and within a Registered Plan. You can make deposits into your Account, you may use the funds to 
invest in a Registered Plan and you may remove funds from your Account, subject to the terms and 
conditions of the Registered Plan.  
  
You must not: 
 

 (a) use the Account for any illegal or fraudulent purpose or for the purpose of damaging anyone’s 
reputation, or 

 (b) do anything or allow anyone else to do anything that could threaten the security of the Account in any 
way or could harm any other person who takes part in providing, using, or supporting your use of the 
Account.  
 

3. Account Service Charges and Interest Rates 
 

A. Service Charges and Fees 
 

 All of the service charges and fees that apply to your Account are set out in the Personal Account & Service 
Fees Schedule. You acknowledge receiving a copy of the Personal Account & Service Fees Schedule as part 
of the Registered Deposit Contract. By using your Account, you agree to pay all applicable fees and service 
charges that apply to your Account. You can get a current copy of the Personal Account & Service Fees 
Schedule by contacting us or through our Website. 
  
You understand that we may from time to time increase or decrease the fees or service charges that apply to 
the Account. If any of those fees or charges are changed or if we add new fees or charges, we will tell you 
about the change in accordance with section 11.1 of this Account Agreement (“Changes to this Agreement”). 
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You agree that we can take money out of your Account (or any other accounts you have with us) from time to 
time whenever you owe us a fee or charge, no matter how long it has been owed. We may do so in any 
manner we consider necessary and without telling you first and regardless of whether the Account belongs to 
you only or is a joint Account. You agree that this right is in addition to any other rights we have at law or in 
equity. 

  
B. Interest Rates 

 
 If your Account pays interest, the applicable interest rate that applies to your Account will be set out in the 

Interest Rates Schedule in effect from time to time. You acknowledge receiving a copy of the Interest Rates 
Schedule that applies to your Account as part of the Registered Deposit Contract and you understand that 
you can get a current copy of the Interest Rates Schedule on our Website or by calling us during regular 
business hours. If interest applies, you will earn interest on each day that the closing balance of your Account 
is positive. Such interest will be paid to your Account monthly on the day your Account Statement is 
generated. Interest will begin to accrue on the day that deposited funds are processed. If interest applies, you 
will earn interest on each day that the closing balance of your Account is positive. The way in which interest 
is calculated is disclosed in the Interest Rates Schedule.   
 

4. Account Information 
 

 You confirm that to the best of your knowledge, the information provided on the Registered Deposit Account 
Application is complete and accurate. You agree to provide true, accurate, current, and complete information 
about yourself and the Account to us when we ask you to and/or as required under the Registered Deposit 
Contract and to tell us as soon as possible if there are any changes to your information. 
 

5. No Obligation 
 

 Nothing in these terms and conditions will oblige us to: 
 

 (a) accept any monies for investment in the Registered Plan, 
 (b) redeem shares, 
 (c) transfer money, or 
 (d) lend money to you. 

 
6. Depositors Instructions 

 
 We may act upon any written instructions or other information relating to your Account or dealings that is 

provided by mail or other delivery method we approve for use by you. We will act on any instructions that we 
think are from you, but we may refuse any instructions if we think they are improper, unlawful, or fraudulent, 
or if there is a mistake. You understand that we may act on any written instructions or other information 
relating to your Account that are provided by ordinary mail or other delivery method that we approve for use 
by you. If you choose to send instructions or notice to us through ordinary mail, it must be sent to the branch 
of the Account unless we agree that it can be sent somewhere else. If we receive instructions or other 
information by mail or another delivery method, it will be considered to have been received only if it is brought 
to the attention of the person at the branch of the Account to whom it is addressed. Instructions or information 
that are not addressed to anyone in particular will be considered addressed to the manager. 
 

7. Depositors Acknowledgement 
 

 You acknowledge that even if money put in or taken out of the Account is posted to the Account, it will not be 
considered processed until we have verified and accepted it. Until that time, any money put in or taken from 
the Account can be reversed from the Account even though it was initially posted pending verification and 
acceptance. If this happens, the Account Statement will be changed to reflect any reversal that is necessary. 
 

8. Your Responsibility for Account Security 
 

8.1 Security of your Passwords 
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 You are responsible for the care and control of your Passwords. You are also responsible for the care and 
control of any Access Terminal that you use to access Mobile Banking or our Website Portal, including any 
computer, mobile device or tablet. You must keep your Passwords confidential and take every reasonable 
precaution to maintain them safely. 

  
 This includes: 

 
 (a) Avoiding Password combinations or the creation of Passwords that may be easily determined by others 

such as your name, birthday, phone number, address, Social Insurance Number 
 (b) Not disclosing your Passwords voluntarily to anyone else at any time, including to a family member, 

friend, financial institution employee or law enforcement agency; 
 (c) Taking all reasonable precautions to ensure that no one finds out your Passwords while keying it in or 

logging into Online Banking or our Website Portal. 
  
9.2 Lost or Stolen Password: 

 
 You will notify us immediately if: 
 (a) Your Password has become or you suspect has become known to someone else. 
 (b) A computer, mobile device, tablet or other device that you use to access Online Banking or our 

Website Portal is, or you suspect is, lost or stolen, or has been compromised or misused. 
 (c) You suspect or become aware of any unauthorized activity, fraud, failure, misuse, malfunction, or error 

related to your Credentials or Online Banking or our Website Portal. 
  
 You may notify us by visiting the nearest branch or calling us at one of the telephone numbers provided in 

Section 15. You will not be liable for any Account losses resulting from the misuse of your Password that 
occurs after the time you tell us about the misuse, and once we confirm that you are a victim of misuse. 
 

9.3 How to Deal with Unauthorized and Fraudulent Account Activity 
 

 If you know or are suspicious that any instructions regarding the Account are in any way fraudulent, unlawful, 
don’t have permission, are fake, or are likely to be returned to us or found invalid for any reason 
(“Suspicious Circumstances”), you have a duty to: 
 

 (a) ask questions regarding the proper parties into such instructions, in order to find out if they are valid 
instructions before becoming involved with or accessing any funds that come from such instructions, 
and 

 (b) tell us about the Suspicious Circumstances, including the reasons for your suspicion. 
  
 We may, if we decide to, investigate any Suspicious Circumstances you tell us about, but we don’t have to. If 

we do investigate, we will not unreasonably put a limit on your use of the Account during the investigation as 
long as it is reasonably obvious that you did not cause or play a part in the problem you help us with the 
investigation, and you comply with the Registered Deposit Contract. You understand that, even if you do all 
of those things, we still have the right to decide whether we want to place a hold on all or some of the funds 
in the Account or your use of the Account during the investigation of any Suspicious Circumstances. During 
the course of the investigation, we may require you to sign a written statement, affidavit or other document. 
 

 We will respond to reports of a problem in a reasonable period of time, and we will tell you what we will pay, if 
anything, for any loss you suffer. Reimbursement will be made for losses from a problem as long as you 
comply with these terms and conditions. If you’re still not happy with our response, you can contact the 
Ombudsman for Banking Services and Investments as set out in section 14 (Resolving Your Complaints) of 
these terms and conditions. 

  
9.4 What We Are NOT Responsible For 

 
 We are not responsible for any loss or damage that you experience or that happens to you unless the loss or 

damage is caused by our gross negligence or intentional or willful misconduct (that is, if it is done on 
purpose), and in this case, we will not be responsible for any lost profits or any indirect, special, 
consequential, or exemplary damages regardless of the cause of action and even if you have told us of the 
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possibility of such damages. In no event will we be responsible for any cost, loss, or damage (whether direct, 
indirect, special, or consequential) you experience that is caused by: 
 

 (a) anything you do or do not do or anything done by or not done by any Third Party or their agent, 
including other financial institutions and their agents and, just to be clear, no Third Party will be 
considered to be acting as an agent for us unless we specifically allow them to do so; 

 (b) the mistakes or lack of any information you provide to us including, for example, any failed, duplicative, 
or wrong transmission of instructions; 

 (c) our failure to perform or fulfill any of our obligations to you for reasons beyond our control; or 
 (d) forged, unauthorized, or fraudulent use of services, or forged, unauthorized, or fraudulent instructions, 

or material alteration to an instruction, including instructions. 
  
 We will also not be responsible for any loss, damage, or injury that happens from using any Access Terminal 

including any mechanical or operational failure of any such Access Terminal, except that in the event of 
alteration of the Account balance due to technical problems  and system malfunctions, you will be 
responsible only to the extent of any benefit you have received, and you will have the legal right to get back 
from us any direct losses you may have suffered; or 

 You set us free from any responsibility for any such loss, damage, or injury. 
  
9.5 Our Responsibility for Mistakes 

 
 If we make a mistake, we will only be responsible for up to a maximum of the amount of the mistake, but only 

if the mistake happens because of something that we are responsible for doing under these terms and 
conditions and if you meet the following conditions: 

 (a) you did not cause or contribute to the mistake or our failure in any way, 
 (b) you have complied with the Registered Deposit Contract, and 
 (c) you told us in writing about the mistake or our failure within the time required under these terms and 

conditions. 
   
 In no event will we be responsible for any delay, bother, cost, loss, or damage (whether direct, special, 

indirect, exemplary, or consequential) whatsoever caused by, or arising from, any mistake. 
 

9.6 Indemnity (Your Responsibility to Reimburse us) 
 

 You, your heirs, and your estate representatives indemnify and save harmless us and each of our directors, 
officers, custodians, agents, and employees from and against all liabilities of any nature whatsoever 
(including all expenses reasonably incurred in the defense thereof) that may at any time be incurred by any of 
us, or be brought against us by any person, regulatory authority, or government authority, and that may in 
any way arise out of or be connected in any way with this Agreement. If we are entitled to and make any 
claim under this indemnity, we may pay the claim from your account. If there are not sufficient funds in your 
Account, you agree to personally pay the amount of the claim and we may apply monies held for you in any 
other account with us or any affiliate, including joint accounts, other than a registered retirement savings plan 
or registered retirement income fund, to eliminate or reduce such claim. 
 

10. Account Records 
 

10.1 Account Statements 
 
We will provide you with an Account Statement electronically or by regular mail, in the manner you have 
selected in the Registered Deposit Account Application. You agree to tell us right away of any change to your 
address or your Account Statement delivery preferences. 
 

10.2 Checking your Account Statements 
 

 We will record all activity related to the use of your Account, as well as any interest, service charges, fees or 
adjustments that are made to your Account. Whether you have chosen to receive paper or electronic Account 
Statements, or to access Account Statements through the Website Portal, you are responsible for reviewing 
your Account Statement at least once every calendar month. You agree that you are also responsible for 
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reviewing your Account Statement if we stop providing you an Account Statement because you asked us to. 
It is up to you to check your Account Statement and to notify us of any mistakes within 30 days of the 
Account Statement date. If we do not hear from you within those 30 days, we will assume that the Account 
Statement is correct, and we will not correct any mistakes you point out later. 
 
Except for any mistakes you notify us about within 30 days of the Account Statement date: 
 

 (a) You agree that our records are conclusive evidence of your Account activity for all purposes, including 
if we go to court and for any other matter relating to the Account Statement; 

 (b) You agree that our records are correct, complete, authorized; and 
 (c) You may not claim for any purpose that any entry on the Account Statement is incorrect and will have 

no claim against us to get your money back for any Account entry, even if the Account entry is 
unauthorized or fraudulent or is based upon instruction that is forged, unauthorized, or fraudulent. 
 

11. Operation of the Account 
 

11.1 Changes to the Registered Deposit Contract 
 

 We may propose to change, either permanently or temporarily, any term of this Registered Deposit Contract 
or replace this Registered Deposit Contract with another agreement, at any time. You understand that you 
may refuse the change by terminating this Registered Deposit Contract and closing your account by notifying 
the Financial Institution within 30 days of the effective date of the change.  If You do not cancel your 
Registered Deposit Contract, it means that you accept the changes.   
 

 We will notify you of changes to the terms of the Registered Deposit Contract by any method allowed by 
applicable law including (method may depend on the type of change being made): 
 

 (a) placing a notice on your statement; 
 (b) sending you a notice (written or electronic); 
 (c) posting a notice in the Financial Institution’s branches; 
 (d) displaying a notice at or near the Financial Institution’s ATMs; or 
 (e) posting notice on the Financial Institution’s website. 
  
 We will send any written notice to the most recent mailing address shown in our records and consider that 

you have received the communication as follows: 
 

 (a) Within five business days after post-mark if sent by ordinary first class mail. 
 (b) When delivered, if delivered by hand. 
 (c) Once the electronic communication enters the information system designated by the Financial 

Institution for receiving notices. 
 (d) If mail service is disrupted, we will tell you where to pick up your notice or statement.  Your notice or 

statement will be considered to be delivered to you on the day it is available for pick up, whether or not 
you do so. 

  
 You understand that you can obtain a copy of the current Agreement at any of the Financial Institution’s 

branches or, by contacting us at the information provided at section 15 of this Account Agreement (“Contact 
Us”). 

  
11.2 Termination of Agreement 

 
 You may terminate this Registered Deposit Contract at any time by visiting a Financial Institution branch. 

 
11.3 Freezing, Suspending, or Restricting Your Account 

 
 We may suspend, freeze, block, put a limit on or temporarily stop you from using your Account or any 

services related to your Account or we can close your Account: 
 

 (a) at any time or for any reason by giving you at least one business day’s prior written notice, or 
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 (b) right away without telling you first if we find out or believe that: 
  (i) there is inconsistent or improper or suspicious activity; 
  (ii) you have done something that is not right or against our policies or you have not complied with 

this Registered Deposit Contract or any related services (for example, you have shared your 
Password with someone else); 

  (iii) there has been fraudulent or illegal activity on the Account or we have reason to believe that you 
did or may commit fraud or have caused or will cause us a loss; 

  (iv) you are a victim of fraud or identity theft in order to avoid future losses; 
  (v) we need to under applicable law; or 
  (vi) there is an issue about or it is unclear who owns the money in the Account. 
  
11.4 Abandoned Account 

 
 If your Account is considered to be abandoned under applicable law because you have not used or accessed 

your Account for a period of time, you understand that we must turn over the money in your Account to the 
appropriate government authority. We may give you notices as required under applicable law before we do 
this. You may try to reclaim the money turned over to the governmental authority as long as the law allows 
you to. 

  
11.5 Notices 

 
 If you have to let us know about anything or you need to give us notice, you have to give us notice in writing 

by sending it to us at the address provided in the Registered Deposit Contract. If we send you a notice about 
the Registered Deposit Contract or for any other reason, unless we are required by law to provide notice to 
you in a specific way, we may give you written notice by notifying you using your Notice Contact Information, 
or, if the notice does not include confidential financial information then we could also provide you notice by 
posting the notice at our branch location or on our Website, or in any other way that we think is appropriate to 
bring the notice to your attention. 

  
11.6 Providing us with more Information when we ask you 

 
 You understand and accept that we must comply with the Proceeds of Crime (Money Laundering) and 

Terrorist Financing Act and Regulations, a Canadian law that helps stop criminals from using money received 
from criminal activity appear as if it came from a legal source. This law also applies to the Account and may 
apply to the services provided by Third Parties. In order to obey the law, we need your help to keep our 
records up-to-date, for reporting reasons, and to help us meet other requirements. You agree to provide us 
with the information we need, whenever we ask you. You understand that the Third Parties that provide you 
services may also need your help to comply with their obligations under this law and for the same purposes 
and that they may, from time to time, ask you for similar information. 

  
11.7 Demands from other people 

 
 If we get a notice under any court order, statutory demand (which is a formal written request that a debt must 

be paid) or any other legal request about a family law matter (such as, child support, alimony payments, 
matrimonial property) or about a marriage agreement or separation agreement, we may decide to block you 
from using your Accounts, even if you have money in your Account at the time we stop you from accessing 
the Account. We will not be responsible for any loss or damage that happens because we didn’t let you use 
the Account. We will comply with lawful demands that we receive without notice to you. 

  
11.8 Legal Representatives 

 
 You can appoint one or more legal representatives to act for you with respect to the Account (for example, if 

you have a power of attorney or your estate representative, if you die). If you appoint someone, we will only 
accept instructions from that person if they demonstrate to our satisfaction that they have legal authority to 
act for you such as, by providing us with a court order to prove they have authority. You agree that your legal 
representative will have access to your Account history and all Transaction details for the Account. 

  
11.9 The Law that Applies 
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 This Registered Deposit Contract is made under the laws of the Province in which the Account is located and 

the federal laws of Canada that apply in that Province (the “Governing Jurisdiction”). This means that if we 
ever disagree about anything in this Registered Deposit Contract or the Account and we have to go to court, 
it will be a court in the Governing Jurisdiction and the court will follow the law of the Governing Jurisdiction 
and not any rules of private international law or the conflict of laws which would lead to the application of any 
other laws. 

  
11.10 Who the Registered Deposit Contract Applies to 

 
 This Registered Deposit Contract will take effect and continue for the benefit of and will impose obligations on 

us and you as well as your heirs (people that get your property when you die), executors (anyone who is 
named to act on your behalf), successors (anyone who comes after you or takes over for you) and assigns 
(anyone you legally transfer your rights and responsibilities to). 

  
11.11 Invalid or Illegal Sections 

 
 If we go to court for any reason and the court decides that one part of this Registered Deposit Contract is not 

valid or is against the law, we will act as if that part of the Registered Deposit Contract was never in the 
Registered Deposit Contract and the rest of the Registered Deposit  Contract will continue to apply without 
being affected by the removal of the part that was not valid or is against the law. 

  
11.12 Forms 

 
 You agree to only use any forms that we provide you or allow you to use. 
  
11.13 Not Giving Up Our Rights 

 
 If we are allowed to do something under this Registered Deposit Contract, but we choose not to do it, this 

does not mean we have given up our right to do it again in the future. Even if we allow you to do something 
under this Registered Deposit Contract that you are not allowed to do or we decide that it was okay that you 
did something that you were not allowed to do, this does not mean that we have given up our right to insist 
that you comply with the Registered Deposit Contract the next time you do something under the Registered 
Deposit Contract that you are not supposed to do. 

  
11.14 Privacy 

 
 You acknowledge that we have policies to protect your privacy and that you may obtain those policies upon 

request or at www.firstwestcu.ca/privacy-policy/. You hereby consent to use of your personal information by 
us and our affiliates to monitor use of financial services, to detect fraud, develop needed products and 
services, and offer members needed services. However, if you have given or hereafter give express consent 
to the collection, use and further disclosure of your Personal Information by us in a form and content that is 
more permissive than the consent provided herein, the other form of consent shall govern our relationship. 
You may withdraw your consent at any time by contacting our Privacy Officer at 
privacyofficer@firstwestcu.ca. 
 

12. CUDIC Coverage 
 
The Credit Union Deposit Insurance Corporation of British Columbia (CUDIC) fully guarantees all eligible 
deposits. Please visit the CUDIC website for more details: https://www.cudicbc.ca/ 

  
13. Voluntary Codes of Conduct 

 
 Voluntary codes of conduct and public commitments are designed to protect the interests of our members 

and the public.  A copy of the voluntary codes of conduct and public commitments we’ve adopted are 
available upon request or at www.firstwestcu.ca/codes-of-conduct.  
 

14. Resolving Your Complaints 

http://www.firstwestcu.ca/privacy-policy/
mailto:privacyofficer@firstwestcu.ca
https://www.cudicbc.ca/
http://www.firstwestcu.ca/codes-of-conduct
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 At First West Credit Union, we are committed to investigating all complaints we hear about our products or 

services. If you are dissatisfied, we want to hear from you. Please follow the procedures below to submit your 
complaint. 

  
 If your complaint is regarding: 
 • First West Credit Union products and services, proceed to Step 1 to voice your complaint. 

• Wealth Management products and services, contact your advisor directly. 
• Your Savings Maximizer account, voice your complaint by contacting our Complaints Resolution 

Team as outlined in Step 2 below. 
  
 STEP 1: Contact Us to Discuss Your Complaint 
  
 Please choose a contact method most convenient for you and provide any supporting documents and 

information you have relating to your complaint. 
  
 By phone or email: 
 • Envision Financial: 1-888-597-6083 | contact@envisionfinancial.ca 

• Island Savings: 1-888-597-1083 | contact@islandsavings.ca 
• Valley First /Enderby & District Financial: 1-888-597-8083 | contact@valleyfirst.com 

 
 In person or by mail: Find a branch near you by visiting 
 • Envision Financial: www.envisionfinancial.ca/contact-us/find-a-branch-atm 

• Island Savings: www.islandsavings.ca/contact-us/find-a-branch-atm 
• Valley First /Enderby & District Financial: www.valleyfirst.com/contact-us/find-a-branch-atm 

  
 If we are unable to resolve your complaint to your satisfaction in Step 1, you may escalate your complaint by 

proceeding to Step 2 below.  
  
 STEP 2: Escalate Your Complaint to Our Complaints Resolution Team 
  
 If we are unable to resolve your complaint within 14 calendar days in Step 1, your case will automatically be 

escalated to this second step of the complaint handling procedure. Alternatively, if you are dissatisfied with the 
outcome you receive in Step 1, you may escalate your complaint directly to the Complaints Resolution Team 
using one of the following methods: 

  
 By email:   complaints@firstwestcu.ca   

By phone:  1-833-744-1418  
By mail:  First West Credit Union 

Complaints Resolution Team 
#200 - 19933 88 Avenue, Langley, BC V2Y 4K5 

  
 The Complaints Resolution Team will investigate your complaint and contact you with a response within 56 

calendar days from the date your complaint was first received. If you are not satisfied with the outcome, or if 
you do not receive a response within the 56-calendar day period, you may submit your complaint to an 
external agency, as described below.  

  
 Submit Your Complaint to An External Agency 
  
 Ombudsman for Banking Services and Investments 
  
 The Ombudsman for Banking Services and Investments (OBSI) is a Canadian organization that acts as a fair 

and impartial investigator of banking-related complaints. If you choose to contact OBSI, please do so within 
180 calendar days from the date you receive your final complaint decision from us.  

  
 By email: ombudsman@obsi.ca  

By phone:  1-888-451-4519 or TTY: 1-844-358-3442 

mailto:contact@envisionfinancial.ca
mailto:contact@islandsavings.ca
mailto:contact@valleyfirst.com
http://www.envisionfinancial.ca/contact-us/find-a-branch-atm
http://www.islandsavings.ca/contact-us/find-a-branch-atm
http://www.valleyfirst.com/contact-us/find-a-branch-atm
mailto:complaints@firstwestcu.ca
mailto:ombudsman@obsi.ca
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Online:  obsi.ca 
By mail: Ombudsman for Banking Services and Investments  

20 Queen Street West, Suite 2400 
P.O. Box 8, Toronto, ON M5H 3R3 

  
 Office of Information and Privacy Commissioner for British Columbia 
  
 If you are not satisfied with the final decision made by our Complaints Resolution Team regarding your 

privacy-related complaint, you may refer your complaint to the Office of Information and Privacy 
Commissioner for British Columbia. 

  
 By email: info@oipc.bc.ca 

By phone: 250-387-5629*  
  *Callers outside Victoria can contact the office toll-free by calling Enquiry BC    
 requesting a transfer to 250-387-5629 
Online: oipc.bc.ca      
By mail: PO Box 9038 Stn. Prov. Govt. 

4th Floor, 947 Fort Street,  
Victoria, BC V8V 3K3 

 
15. Contact Us 

 
 To obtain information about your Account during regular business hours, you can contact us at no charge by 

calling our Member Advice Centre at: 
 
Envision Financial: 1-888-597-6083 
Valley First: 1-888-597-8083  
Island Savings: 1-888-597-1083 
Enderby & District Financial: 1-888-597-8083 
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