The What, Why and How of Conducting
Business with Manulife in the Coronavirus
Era…

We recognize that during times of uncertainty it remains important for many clients to
re-visit their financial plans and to consider risk management solutions.
Despite this, we also know that some of your clients (and you) may become
uncomfortable and hesitant with face-to-face meetings. To help move your cases
forward we’ve created this guide to help you navigate the world of non-face to face
meetings.
Click the link to the topic you wish to see:
• Covid-19: A Message from Karen Cutler, VP and Chief Underwriter
• Manulife’s Non-Face to Face Guidelines
• The E-Application
• What about Disability?
• The E-Signature Process
• Accelerated Underwriting Guidelines
• The E-Delivery Process
• Leveraging Technology
• Inforce Policy Service using eForms

COVID-19 – Message from Karen Cutler, VP and Chief Underwriter
Manulife has implemented changes to underwriting travel for life, critical illness and disability insurance
applications, based on the Government of Canada’s warning updates related to COVID-19.
As you are aware, this is an evolving situation and our travel guidelines may change over the coming
weeks depending on the degree of risk associated with various regions of the world as determined by the
Canadian government travel warnings.
What are the changes?
Currently, we are postponing cases where travel to China, South Korea and Italy is planned in the near
future with reconsideration after returning to Canada for one month, provided there have been no changes
in health or other insurability.
We may ask additional questions related to travel in other regions. It would be beneficial to record
planned travel location details (cities and / or regions) and timing on all applications going forward.
Our paramedical examiners are asking applicants about travel to high-risk countries and may postpone
visits to collect medical evidence for two weeks if there has been recent travel. This may expand to other
countries based on the risk determined by the service providers.
Who should I contact if I have questions?
As this situation changes, we’ll provide updates. If you have any questions, please reach out to your
underwriting contact for clarification.
Resources and information (Government of Canada)
Coronavirus disease (COVID-19) in China
Coronavirus disease (COVID-19): Frequently asked questions (FAQ)
Travel health notices
Find out if your destination is affected by Coronavirus disease (COVID-19) and read the Safety and
security, Entry/exit requirements and Health sections.
Link to full article on Advisor Portal (you must be logged in to view)

Non-Face to Face Guidelines

Manulife has established non-face-to-face guidelines to assist you
with selling a policy when you are unable to personally meet with your
client(s).

Helpful tip: Please keep me in the loop if you are above the maximum amounts below and I
will work with our new business and underwriting teams to help facilitate the case.
We prefer you use E-Application (short with tele-interview) for Family or Business Term, Performax Gold,
Manulife Par, Universal Life and Lifecheque so that we can conduct a telephone interview.
While we will accept paper applications, underwriting may order a paramedical report, regardless of the
amount of insurance applied for.
You must be licensed in the province where the policy owner resides
For more detailed instructions please visit non-face to face guidelines on Advisor Portal (you must login to
view the page)

E-Application

Our electronic insurance application process enhances the
experience for you and your clients (and can easily be completed nonface to face).
The online submission platform streamlines new business cycle times
with features and benefits that seamlessly improve efficiency and
productivity.

Want to learn more? Visit the E-Application page on Advisor Portal (you must be logged in to view)
Have a case that you want to submit? Start an E-Application here (you must be logged in to view)

What about Disability?

Proguard, Venture and ExpenseComp are normally applied for
using the paper application HOWEVER we do support Disability on
E-App using the DI Supplementary Application (NN1676)
The DI Application Supplement is used when ALSO applying for another policy using our eApplication or if an e-Application/traditional application was taken in the last 11 months.
When used in conjunction with e-Application the DI Application Supplement does not require a
client signature. You can set up the e-Application for Life or CI and attach the DI Supplementary
App. and a DI Illustration. Your Case Coordinator will set up a new policy number for that file

Helpful tip: We are able to use any medical evidence for a DI new DI application that was
obtained 11 months prior to the new application
Do you have a situation where the DI Supplementary App will work? Click here to download the
application from Advisor Portal (you must be logged in to view)

E-Signature

Using the eSignature method, clients can conveniently review the
application details and then sign their application electronically from
the convivence of their own home.
The eSignature option enables you to send a copy of the application, including the coverage, payment
information, medical questions and answers (if applicable) to the client electronically via email. Your
client(s) can conveniently review the application details and then sign their application electronically
without having to meet face to face!

Not familiar with the process or want to learn more? Click here for a step by step guide to the eSignature
by email on Advisor Portal (you must be logged in to view)

Accelerated Underwriting

Accelerated underwriting means we provide an easier application
process and faster decision time. Eligible clients benefit from:
•

Reduced medical underwriting (no fluids or biometric testing) for a
less intrusive application

•

An easier, more convenient process with a single (potentially nonface to face) meeting.

•

No separate appointment with a nurse is needed.
Accelerated Underwriting Evidence of Insurability Guides
Life Insurance (including Manulife Par and UL

Lifecheque

Proguard, Venture and ExpenseComp

Did you know? With Accelerated Underwriting…
Overall cycle times have been 15 days (excluding tele-interview) including cases where more
information is required.
Applications received in good order or those with the tele-interview complete can be processed
in as little as a week when no additional information is required.
Want to learn more? Click here to visit the Accelerated Underwriting page on Advisor Portal
(you must be logged in to view)

E-Delivery

The E-Delivery process includes the electronic delivery of insurance
contracts to clients and facilitates the collection of electronic
signatures.
The contract will be delivered by email (not paper) to each owner and
each insured for electronic signing without having to meet in person.
E-Delivery will reduce the amount of time it takes to deliver a contract to the client.
Applications must meet the following eligibility criteria to qualify for E-Delivery.

Want to learn more? Click on the links below to view additional resources on Advisor Portal (you must be
logged in to view):
Advisor Training Video
Client Experience Video
Advisor Frequently Asked Questions (FAQ)
Client E-Delivery process job aid (PDF)

Leveraging Technology

Videoconferencing may gain new importance to your clients and your
business as the coronavirus leads to quarantines, remote working and
self-isolation

Things to consider…
Videoconferencing services, such as Zoom, FaceTime, Skype, Google Hangouts and Loom are
excellent options to continue doing business as growing numbers of Canadians are considering
self-isolation or facing the prospect of quarantine recommendations to limit the spread of the
disease.
Tools like Zoom and Loom allow screen sharing. This can come in handy when reviewing an
illustration, financials or other documents
Links to the services
Zoom.com

Loom.com

JoinMe.com

Webex.com

The coronavirus, whatever it ends up being, could push us to implementing some of
the tools that we maybe should be implementing anyway…

Inforce Policy Service

You can also service your inforce book of business without having to
meet face to face – Our eForms allow you to complete, sign and
submit forms electronically.
Most of our policy service forms can be completed electronically by email or in-person
online.
The 16 eSignature forms that are available feature a convenient, time-saving option to prefill the
general information section, making it easier for you and your clients to complete, sign and process
digital forms.
You can find the eSignature forms on Repsource by selecting Search & Add under Forms &
Marketing Materials from the home page. An eSignature icon appears beside each applicable form
(see below).

Want to learn more? Click on the links below to view additional resources on Advisor Portal (you must be
logged in to view):
eSignature training is available on the Insurance Training Corner. To get started, please see under job
aids Sending forms electronically using eSignature.
Additional client assistance can be accessed through the job aid, entitled Complete, Sign and Submit
forms electronically.

