
Frequently Asked Questions

Welcome to Wawanesa Life! The following booklet has been developed for the 
purpose of helping to clear up many of the most frequently asked questions 
for the Underwriting and New Business departments. Additionally, this booklet 
will provide some helpful reminders to assist you when dealing with a client.

®For Technical Support call 1-866-416-4722 or email: 
servicedesk@wawanesa.com

For New Business, Underwriting, or Marketing support Call 
the Executive Office at 1-888-997-9965.

Visit our website at: www.wawanesalife.com. 
Click on the “Life Brokers Only” tab to access Forms, 
Technical Resources, our WOW software, and other 

materials. (The password is “broker”).
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Frequently Asked questions

Can I find out the reason my client was rated or declined?

Can my client obtain coverage if he/she is or will be working overseas? 

If my client has had a medical condition, does that mean that they are no longer 
insurable?

Can brokers contact the underwriting department? 

Yes, for all declined and the majority of rated cases, you will receive an email from the Underwriting department 
explaining the reason for the underwriting decision. The underwriter will provide as many details as possible 
while protecting the client’s privacy, with careful consideration of the source of information, the client’s 
permission to disclose certain parameters of the underwriting findings and the broker’s knowledge of the 
situation. For example, if the decision to decline was based on the information collected by the broker, the 
reason would be clearly identified in the email. Please also note that for all declined cases, a detailed letter is 
sent to the client explaining the reason for the Underwriting department’s decision, as well as the conditions 
for future reconsideration if applicable. If the reason to decline the application was based on the findings in 
the laboratory test result or the paramedical examination, a copy of the relevant document will be included 
with the letter. Furthermore, the underwriter can discuss underwriting decisions directly with your client, or 
provide information to their doctor.

All out-of-country business, extended foreign travel, and foreign residency should be discussed with the 
Underwriting department prior to application to determine the level of risk that may be associated with the 
destination. It is very important that the Underwriting department weighs the factors such as length of stay, 
location, and the job being performed to determine the current risk levels associated with the overseas work 
or extended residency or vacation. 

There are many types of illnesses that may be perceived as uninsurable but may be available for a lower level 
of coverage, at a standard premium, or with a rating. Such illnesses would include but are not limited to: 
some types of Cancer, Diabetes, Heart Disease and Hepatitis C. If you are unsure, please call and ask the 
Underwriting department. Additionally, please note that taking medication for an illness and having it under 
control does not mean that your client no longer has that illness. Please ensure that all illnesses are disclosed.

Yes, brokers are encouraged to call or email the Underwriting department when they have questions that are 
directly related to underwriting. All other questions should be directed to the applicable Case Coordinator. 

Yes, this would classify him/her as a smoker. The smoking classification is not reserved for those individuals 
who smoke regularly. Having had even 1 cigarette in the past 12 months would be cause for a smoking 
classification. Furthermore, an accurate smoking or non-smoking designation is very important. If 
at any time fraudulent misrepresentation regarding smoking habits is discovered, the policy will be 
rescinded or claim may be declined. There will be no rate adjustment from non-smoker to smoker rates.   

Please note: occasional cigar smokers (12 or less per year) and marijuana users are considered for non-smoker 
rates provided there has been no use of e-cigarettes, tobacco or nicotine products. 

Underwriting Department

If my client only has a cigarette very rarely, does that classify him/her as a smoker?
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What can I do to help speed up the process of underwriting an application?

Can I still use the older version of the application for insurance?

One thing that would speed up the process would be to review your applications thoroughly for completion 
before submitting them to the Executive Office.

It is best to use the current version of our Full Life or Quick Life Application to ensure you are asking your 
client all the correct questions. This will save you going back to your client to ask further questions or sign 
additional forms. You will find the current version on our website (“Life Brokers Only” tab).  

Can a Temporary Insurance Agreement (TIA) be bound after an application is 
submitted?

No, money must be submitted with the application in order to bind the TIA coverage.

Can I hold onto a cheque if Wawanesa will not bind the TIA?

No, by holding onto the cheque you may be liable in the event of a claim.

Can Wawanesa withdraw the premium for the TIA from  
the banking information submitted in the application?

Yes, we can draw the initial premium to bind TIA with written instructions  
from the Policy Owner. 

How long is my client covered under the TIA while the 
application is in underwriting?

The applicant is covered under the TIA for a maximum of 60 days or until  
the date application is approved or declined, whichever occurs first.

Can the Policy Owner pay the premium by credit card?

No, we do not offer this method of payment. We will accept cheque, pre-authorized debit or internet 
banking.

When an Attending Physician’s Statement (APS) has been ordered, can I or my 
applicant contact the doctor for a status update of the APS to help expedite the 
process? 

We would encourage the applicant to contact the doctor to help expedite the process. It is not usually a 
good idea for the broker to contact the doctor.  
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How do I calculate the monthly premium if the policy is issued on an annual 
basis?

For Universal Life plans, divide the annual premium by 12.  For all other plans, multiply the annual 
premium by .09 for the monthly premium. (For semi-annual, multiply the annual premium by .52)

My commission statement does not show the amount of bonus paid on a specific 
policy number.  Why is this?

The production bonus is paid on the net first-year commission. That is it adds all first-year commission 
together (positive and negative) and then applies the production bonus.   

Will the policy be mailed directly to the applicant or to me for delivery?

You have the option of having policies mailed to your client or sent to you for delivery.  You can let us know 
by answering question 6 on the “Statement by Independent Insurance Broker” section of the application. 
If no preference is indicated the policy is mailed directly to the policy owner. When policies are mailed 
directly to the policy owner, we email you a copy of the contract, the offer of insurance and any forms that 
we sent to your client for completion. 

Does Wawanesa Life accept Non Face-to-Face applications?

You will find this information on our website in Technical Resources (found within the 
“Life Brokers Only” tab). Go to the “Life Insurance Application Instructions Tab” and click 
on “Non Face-to-Face Transations (has met client)” or “Non Face-to-Face Transations (has 
not met client)”.  

Once the application has been issued, how long does the applicant have to submit 
any outstanding money before the file is closed?  

The applicant has 30 days from the date we send the policy out to submit any outstanding money.

How are commissions paid?

Commissions are paid by direct deposit to the banking that you provide us. Commissions are paid daily, 
and released once the amount reaches $100. Commission statements are mailed every week. 

How long does it take to get commission paid on a conversion?

The maximum time it takes to process a conversion is 2 business days.

How do I determine what forms and underwriting requirements are needed for a 
policy change?

You will find this information on our website in Technical Resources (found within the “Life Brokers Only” 
tab). Go to the “Servicing Policies Tab” and click on “Policy Changes”.  
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When is a Pre-Authorized Debit (PAD) agreement form 
required?

We need a new PAD agreement signed in the following situations:
• A new client setting up a policy.
• An existing client is adding a new policy to an existing Monthly 
     Authorized Cheque Plan (MAC) or PAD plan.
• Premium payor changes on an existing policy.

The PAD agreement is part of the Full or Quick Life Application and the Application for Change or 
Reinstatement. It is important to provide the account owner’s name and have the PAD Authorization 
signed by someone with signing authority for the account. 

If my client submits a void cheque and a signed PAD agreement with the 
application, can I assume that the initial premium will be drawn once the 
application is approved?

No, we need the client’s authorization to draw the 1st premium. We can not assume that the client is 
expecting us to draw. The applicant can make this request on the application. However, if the policy is 
rated, then the applicant must accept our offer of a rated policy before we can draw the 1st premium. 
Also, you should be aware that commissions may be held for 5 business days if we do not receive the first 
premium by cheque (dependent on the dollar amount of commission).

Will you take directions from me on behalf of the client to draw premium?

Although we prefer to obtain the instructions directly from the client, we understand that there may be 
situations where the client is not available. Our brokers are considered by our clients to be an extension 
of Wawanesa Life. Therefore, we have decided to accept a client's instruction from brokers, with certain 
limitations. Where a PAD agreement is required, we cannot make exceptions - we cannot draw without the 
proper signatures. 

Can I order a paramedical when I use the Quick Life Application?

No, when you use the Quick Life Application you must have a teleinterview completed as there are  
non-medical questions in the teleinterview that are not on the Quick Life Application. A paramedical  
is only to be used when completing the Full Application. 

How can I check the status of my pending business/commissions?

You will find this information on eDesk or you can call your Case Coordinator. 

When is it necessary to give my client the Notice and 
Declarations Statement (insert in the application)?

This notice should be given to every applicant regardless of whether the 
application is written on a cash-on-delivery (COD) basis.
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Helpful reminders
When discussing medical history with a client, write down everything the client informs you of, even if it 
doesn’t seem important. By writing down everything, you will remove yourself from liability or providing 
any sort of bias.

It would be helpful to obtain a list of all the medications that the client is currently taking. This can help 
ascertain other underlying issues/illnesses that the client may not have thought to disclose.  

It is strongly suggested that brokers use Hooper Holmes or Quality Underwriting Services to complete 
their underwriting requirements. These companies are seen as preferential as they allow for quick access 
to the information online, allowing improved service to the client. Additionally, these companies conduct 
teleinterviews and it can simplify the underwriting process to only deal with one underwriting firm for 
teleunderwriting and the other underwriting requirements.
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Is there a chart that I can use to determine my client’s build rating?

No, the build rating is determined using an in-house program which uses a number of variables to calculate 
the build rating for a client. Therefore, all inquires of this nature should be directed to the Underwriting 
department.

Why my client was denied a change to non-smoker rates even though he/she quit 
smoking over 12 months ago after suffering a heart attack (developing diabetes, 
cancer, etc.)?

Any change in health, avocation, occupation, etc. that would place your client in a higher risk category than 
at the policy issue would disqualify him/her from a change to non-smoker rates.

If my client does not speak or understand English well enough to answer the 
questions on the application how can they apply for life insurance?

Use the Quick Life application and have a teleinterview conducted in their native language so that the 
interview can be recorded for liability assurance. A signed statement from a licensed interpreter will not be a 
sufficient substitute.  
You will find additional guidelines for Foreign Nationals on our website in Technical Resources (found in the 
“Life Brokers Only” tab). Go to “Selling Life Insurance” and click on “Applications from Foreign Nationals”.
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