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	Collections 
	
	
	
	

	· Premium is recorded completely, accurately, and timely. 
· Premium receipts are adequately safeguarded and reversals are valid and properly processed.  

	
	
	 
	

	Loan, Dividend, and Surrender Processing
	
	
	
	

	· Disbursements, including interest where applicable, are valid, accurate, complete, authorized, and timely.
· Loan repayments are recorded accurately and timely.

	
	
	
	

	Contract Changes
	
	
	
	

	· Contract changes are valid, processed accurately, and timely, in accordance with contractual and statutory requirements.

	
	
	
	

	Policy Reversals, Lapses, and Reinstatements
	
	
	
	

	· Policy reversals are valid, processed accurately, and timely, in accordance with contractual requirements.

· Policy lapses are valid, processed accurately, and timely, in accordance with contractual requirements.

· Policy reinstatements are valid, processed accurately, and timely, in accordance with contractual requirements.


	
	
	
	

	Anniversary Processing and Statements
	
	
	
	

	· Anniversary processing is performed accurately, completely, and timely on all enforce policies in accordance with contractual requirements and anniversary statements are accurate, complete and distributed on a timely basis.


	
	
	
	

	Tax Processing
	
	
	
	

	· Calculation and maintenance of complete and accurate policy taxable gain and 7-pay data is provided by the Administration systems.
· Related manual transactions processed by Life Product Support are accurate.

	
	
	
	

	Customer Complaints
	
	
	
	

	· Customer complaints are tracked, investigated, and resolved on a timely basis.

 
	
	
	
	

	Call Center (not including outsourced processing)
	
	
	
	

	· Calls received by call center are answered and resolved within the established guidelines and calls are recorded and monitored for compliance with established guidelines.

	
	
	
	

	Anti Money Laundering (AML)
	
	
	
	

	· AML policies, procedures, authorities, and responsibilities are in place including training, record retention, know your customer, and reporting of cash and cash equivalents.  


	
	
	
	

	Segregation of Duties and Privacy
	
	
	
	

	· Effective organizational, logical, and physical security exists and is monitored to ensure segregation of incompatible functions and privacy over confidential client data.


	
	
	
	

	Regulatory Compliance
	
	
	
	

	· Regulatory requirements are identified and compliance is achieved, monitored, and reported.


	
	
	
	

	Financial Controls
	
	
	
	

	· Key financial data on the administration systems and the general ledger is regularly reconciled with discrepancies cleared on a timely basis (e.g. suspense and inventory control accounts).  


	
	
	
	

	Strategy and Direction
	
	
	
	

	· Business objectives and plans are clearly established and communicated. 
· Associated risks are identified, documented, and regularly assessed.


	
	
	
	

	Policies, Procedures, Authorities, and Responsibilities
	
	
	
	

	· Policies, procedures, authorities, and responsibilities are clearly defined and communicated. 
· Employees have the necessary knowledge, information, and tools to manage relevant risks and support the achievement of the business unit’s objectives.


	
	
	
	

	Management Information
	
	
	
	

	· Management information is sufficient and timely. 
· Performance is monitored against targets and indicators. 
· Follow-up procedures are established and performed.


	
	
	
	



