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PART I INTRODUCTION
OBJECTIVES

1.

This Code is intended to:

(@) promote the provision of high quality advice in relation to life policies, so
that where policies are issued they are appropriate to the needs of the
persons to whom they are issued:

(b)  ensure that life companies, life brokers and life insurance advisers maintain
a minimum standard of service when dealing with customers in relation to
life policies;

(c)  ensure life companies and life brokers play an active role in overseeing the
conduct and competence of their life insurance advisers;

(d)  ensure that life insurance advisers are competent in arranging the issue of
life policies;

(e) ensure that life companies and life brokers have adequate procedures for
dealing with inquiries and complaints by owners and prospective owners of
life policies and by any persons who have an interest in a life policy; and

(f)  ensure that, in the case of disputes that are not able to be resolved under
procedures referred to in paragraph (e), owners and prospective owners of
life policies and any persons who have an interest in a life policy have
access to an adequate external dispute resolution mechanism.

The function of this Code is to require:

(@) the observance of standards to ensure that customers are placed in a position
to make an informed choice;

(b) the establishment of arrangements to ensure that life insurance advisers meet
relevant competency standards and follow principles of fair dealing; and

(c) the establishment of inquiries and complaint-handling mechanisms which
ensure that customers are provided with timely and acceptable standards of
assistance.

Compliance with the requirements of this Code shall be assessed having regard to the
principle of utmost good faith that applies to contracts of insurance, as set out in the
Insurance Contracts Act 1984,
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PART II ADVISING AND SELLING PRACTICES

This Part specifies standards of practice that life companies and life brokers are to observe
and to require their life insurance advisers to observe.

EXEMPTIONS

9.

The requirements of this Part do not apply to risk policies where the annual premium
payment under such policies is less than $500 in tota] per life insured.

DISCLOSURE OF CAPACITY

10. At the earliest reasonable opportunity during advising or selling, a life insurance adviser

must provide written advice to a customer of:
(@) the name and address of the life insurance adviser;

(b) the means of remuneration of the life insurance adviser, who is responsible
for the life insurance adviser’s conduct and whether the life insurance
adviser’s primary duty is to the customer or the life company; and

(¢) ifthe life insurance adviser is only authorised to sell or advise on a restricted
range of products - a statement to that effect.

SAME-DAY SALES

11.

A life insurance adviser must not sell a policy (other than a risk policy) to a customer
where that life insurance adviser has already sold another policy (other than a risk
policy) on the same site (eg. work place, flats) or to someone of the same community
group (eg. sporting club, ethnic group), within the previous 24 hours. Such sales will be
permitted where the sale does not result from an unsolicited contact. Where a same-day
sale occurs, this must be clearly indicated on the application/proposal form.

EACT FIND AND NEEDS ANALYSIS

12.

In all cases where advice is given by a life insurance adviser, he or she must:

(2) analyse the needs, circumstances and objectives of the customer to ensure
that advice is given on a reasonable basis and is not inappropriate; and

(b) take reasonable steps to ensure that the customer can sufficiently
comprehend the advice and the basis for the advice to place the customer in
a position to make an informed choice.
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13. Unless the customer chooses (in terms of paragraph 17 of this Code) not to provide

(a)  the customer’s financial and family circumstances;

(b)  details of the customer’s needs and objectives for income, capital growth, security,
liquidity, and the time period the customer is planning for;
(¢)  individual investment preferences and aversion or tolerance to risk;

(d) the level and type of retirement benefit which the customer (and domestic partner)
can currently expect to receive;

(e)  other customer details such as employment security, age, partner’s age, expected
retirement age and partner’s expected retirement age.

Where the customer has indjcated prior to the fact find or in jts early stages that his or
her interest extends only to risk policies, the fact find may not need to proceed through
(b) to (e) above.

14. The information obtained during a fact find must be recorded in writing, the resultant
document being referred to in this Code as a Fact Finder. The Fact Finder must be
signed by the life insurance adviser as a record for the purposes of paragraph 40.

15.  In satisfying the requirement in paragraph 13, a life insurance adviser may utilise
information previously collected from the customer, provided that the customer agrees
that the information remains relevant and up to date.

16. Where the customer and the life insurance adviser agree that only certain types of
types of products or objectives under consideration. A reference to this agreement must
be included in the Customer Advice Record referred to in paragraph 18. '

INCOMPLETE FACT FIND

17. Where the customer chooses not to provide all information requested by the life

(@ aspecific warning that appropriate advice may not be able to be given
without complete information; and-

(b) astatement that, by not providing sufficient information, the customer risks
making a financial commitment 10 a life policy that may not be appropriate
to his or her needs.
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PARTI

INTRODUCTION

OBJECTIVES

1.

This Code is intended to:

@
(b)
©

@

©

®

promote the provision of high quality advice in relation to life policies, so
that where policies are issued they are appropriate to the needs of the
persons to whom they are issued;

ensure that life companies, life brokers and life insurance advisers maintain
a minimum standard of service when dealing with customers in relation to
life policies;

ensure life companies and life brokers play an active role in overseeing the
conduct and competence of their life insurance advisers;

ensure that life insurance advisers are competent in arranging the issue of
life policies;

ensure that life companies and life brokers have adequate procedures for
dealing with inquiries and complaints by owners and prospective owners of
life policies and by any persons who have an interest in a life policy; and

ensure that, in the case of disputes that are not able to be resolved under
procedures referred to in paragraph (e), owners and prospective owners of
life policies and any persons who have an interest in a life policy have
access to an adequate external dispute resolution mechanism.

The function of this Code is to require:

@
(b)

(©

the observance of standards to ensure that customers are placed in a position
to make an informed choice;

the establishment of arrangements to ensure that life insurance advisers meet
relevant competency standards and follow principles of fair dealing; and _

the establishment of inquiries and complaint-handling mechanisms whicﬁ
ensure that customers are provided with timely and acceptable standards of
assistance.

Compliance with the requirements of this Code shall be assessed having regard to the
principle of utmost good faith that applies to contracts of insurance, as set out in the
Insurance Contracts Act 1984.
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APPLICATION

4.  This Code applies to:
(a) all life companies registered under the Life Insurance Act 1995; and

(b) all life brokers registered under the Insurance (dgents and Brokers) Act
1984,

in respect of their conduct and the conduct of their life insurance advisers.

5. PartsIand IV of this Code commence with effect from 1 September 1995, with the
remainder of the Code to commence with effect from 1 January 1996. The provisions of
the Code apply in respect of conduct engaged in by life companies, life brokers and life
insurance advisers, and policies issued, on or after the date of commencement of the
relevant Part. Notwithstanding the above, the complaint-handling and dispute
resolution arrangements referred to in Part IV of this Code apply to complaints in
respect of events which occurred before the date of commencement of this Code.

. Where a group life or group superannuation policy is effected and any individual whose
life is insured under the scheme, while not the policyowner, is making the effective
purchasing decision, all the provisions of the Code will apply as if that individual were
the customer. In all other cases where a group life or group superannuation policy is
effected, Part II of the Code will not apply.

INTERPRETATION
7. References to the singular include references to the plural and vice versa.
8.  For the purposes of this Code:

"advice" means any recommendation, express or implied, made to a customer with
respect to the purchase, variation or termination of a life policy, but does not include:

(a) answers to routine administrative queries;
(b) factual information about a particular life policy;
(c)  collection of premiums and issue of receipts without other contact;

(d) placing promotional statements on display, or merely handing them out or
posting them;

(¢) merely acting as a facilitator, such as arranging for medical examinations;

() non-personalised advice which merely analyses and reports on life policies
and does not involve any needs analysis of a particular customer; or

(g) merely incidental advice.

"agent", in relation to a life company, means a person in relation to whom an agency

agreement is in force with the life company.
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"association" for the purposes of this Code has the same meaning as "association with"
has in respect of life brokers under section 38 of the Insurance (Agents and Brokers) Act
1984, except that it also extends to all employers or contractors of life insurance
advisers.

"authorised product" means a product which a life insurance adviser is authorised by a
life company or life broker to give advice on.

"Commissioner" means the Insurance and Superannuation Commissioner.

"complaint” means an expression of dissatisfaction conveyed to a life company or life
broker about a product, advice or service offered or provided coupled with a request to
remedy it.

"customer" means a person who deals with a life insurance adviser for the purpose of
either:

(@) purchasing, varying or terminating a life policy; or
(b) seeking advice regarding a life policy;

and includes a policyowner, a life insured, a prospective policyowner and a person with
an interest, or a prospective interest, including under a superannuation policy.

"dispute” means an unresolved complaint.
"life company" means a company registered under the Life Insurance Act 1995.

"life insurance adviser" is a natural person who, for reward, provides advice in respect
of, or arranges, life policies.

"life broker" means a person who is for the time being registered under Part ITI of the
Insurance (Agents and Brokers) Act 1984 in respect of life insurance business.

"life policy" for the purposes of this Code has the same meaning as in the Life
Insurance Act 1995.

"merely incidental advice" is advice provided by a solicitor, accountant or other
adviser in circumstances where that solicitor, accountant or adviser:

(@  does not provide a discrete advisory service in respect of life policies;
(b)  does not receive a fee, commission or other benefit for providing such advice; and

(c) attaches to their advice a written recommendation that the customer seeks the
advice of a life insurance adviser.

"multi-agent" is an agent who is authorised to act as a life insurance adviser by more
than one life company.

"product"” means a particular kind of life policy.
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"risk policy" means a policy which provides no surrender value and no benefit payable
on a specified date or dates.

"sale" means a customer's request, expressed in writing, for the issue of a new life
policy, or for the variation of an existing life policy where that variation results in
increased expenditure by the customer.

"sell" means obtain a sale, and sold and selling have corresponding meanings.

"superannuation policy" for the purposes of this Code has the same meaning as in the
Life Insurance Acr 1995.

"termination" means the giving by a customer of an instruction to terminate a life
policy.

“unsolicited contact" means contact between a life company, life broker or life
insurance adviser and a customer made where there has been no previous contact
between the parties, but excludes a meeting which has been initiated by the customer.
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PART II ADVISING AND SELLING PRACTICES

This Part specifies standards of practice that life companies and life brokers are to observe
and to require their life insurance advisers to observe.

EXEMPTIONS

9.  The requirements of this Part do not apply to risk policies where the annual premium
payment under such policies is less than $500 in total per life insured.

DISCLOSURE OF CAPACITY

+ 10. At the earliest reasonable opportunity during advising or selling, a life insurance adviser
must provide written advice to a customer of;

(@) the name and address of the life insurance adviser;

(b)  the means of remuneration of the life insurance adviser, who is responsible
for the life insurance adviser’s conduct and whether the life insurance
adviser’s primary duty is to the customer or the life company; and

(c) if the life insurance adviser is only authorised to sell or advise on a restricted
range of products - a statement to that effect.

SAME-DAY SALES

11.  Alife insurance adviser must not sell a policy (other than a risk policy) to a customer
where that life insurance adviser has already sold another policy (other than a risk
policy) on the same site (eg. work place, flats) or to someone of the same community
group (eg. sporting club, ethnic group), within the previous 24 hours. Such sales will be
permitted where the sale does not result from an unsolicited contact. Where a same-day
sale occurs, this must be clearly indicated on the application/proposal form.

FACT FIND AND NEEDS ANALYSIS

12.  Inall cases where advice is given by a life insurance adviser, he or she must:

(a) analyse the needs, circumstances and objectives of the customer to ensure
that advice is given on a reasonable basis and is not inappropriate; and

(b) take reasonable steps to ensure that the customer can sufficiently
comprehend the advice and the basis for the advice to place the customer in
a position to make an. informed choice.
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13. Unless the customer chooses (in terms of Paragraph 17 of this Code) not to provide

(a) the customer’s financial and family circumstances;

(b)  details of the customer’s needs and objectives for income, capital growth, security,
- liquidity, and the time period the customer is planning for;

(¢) individual investment preferences and aversion or tolerance to risk;

(d) the level and type of retirement benefit which the customer (and domestic partner)
can currently expect to receive;

(¢)  other customer details such as employment security, age, partner’s age, expected
retirement age and partner’s expected retirement age.

Where the customer has indicated prior to the fact find or in jts early stages that his or
her interest extends only to risk policies, the fact find mnay not need to proceed through
(b) to (e) above.

14.  The information obtained during a fact find must be recorded in writing, the resultant
document being referred to in this Code as a Fact Finder, The Fact Finder must be
signed by the life insurance adviser as a record for the purposes of paragraph 40,

15.  In satisfying the requirement in paragraph 13, a life insurance adviser may utilise
information previously collected from the customer, provided that the customer agrees
that the information remains relevant and up to date,

16. Where the customer and the life insurance adviser agree that only certain types of
products or identified objectives are to be considered, the life insurance adviser need
only obtain, and the Fact F inder need only contain, information that is relevant to the ¢4
types of products or objectives under consideration, A reference to this agreement must
be included in the Customer Advice Record referred to in paragraph 18. '

INCOMPLETE FACT F IND

17.  Where the customer chooses not to provide all information requested by the life

o T

(@ aspecific warning that appropriate advice may not be able to be given

without complete information; and

(b) astatement that, by not providing sufficient information, the customer risks
making a financial commitment to a life policy that may not be appropriate
to his or her needs.
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CUSTOMER ADVICE RECORD

18.  The customer must be provided with a copy of a written Customer Advice Record
containing the information prescribed in paragraphs 16, 17 and 19 to 25 of this Code, no
later than at the commencement of the cooling-off period.

Requirements where advice is given

19. Where advice is given, the Customer Advice Record must contain an explanation of the
life insurance adviser’s status and obligations that includes:

(@) the name and business address of the life insurance adviser,

(b) the types of products which the life insurance adviser is authorised to give advice
on, arrange or sell and the authorising life company(ies) or life broker which he or
she represents;

(¢)  adescription of any association the employer or contractor of a life insurance
adviser has with the life company(ies) whose product(s) is/are recommended; and

(d) the means of remuneration of the life insurance adviser, who is responsible for the
life insurance adviser’s conduct and whether the life insurance adviser’s primary
duty is to the customer or the life company(ies).

20.  Where advice is given, the Customer Advice Record must also contain the basis for
advice including:

(a) abrief summary of the information and material on which the advice is
based;

(b)  the type(s) of product(s) that was/were identified as suitable and an
explanation of why that/those type(s) of product(s) is/are likely to satisfy the
customer's identified needs and objectives;

”f

(c)  the name(s) of the particular product(s) that is/are recommended;

(d) an explanation of the reasoning that led to the recommendation and how the
particular product(s) is/are likely to satisfy the identified needs and
objectives of the customer;

(¢) a statement in the Customer Advice Record that a copy of the Fact Finder is
available on request; and

(©)  any additional information required by paragraphs 21, 22 and 24.
21.  Ifadvice is given that does not, either wholly or in part, address the customer's

identified needs and objeétives, this must be documented in the Customer Advice
Record. o
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22. Ifthe customer elects to purchase a life policy that differs from the life insurance
adviser’s recommendation, or elects only to receive advice about a more limited range
of products than the life insurance adviser offers (other than in terms of paragraph 16),
the Customer Advice Record must contain:

(@) information about this election; and

(b) a statement that, by making this election, the customer risks making a
financial commitment to a life policy that may not be appropriate to his or
her needs and objectives.

Requirements where advice is not given or fact find is not undertaken

23.  Where no advice is given to the customer, or no fact find is undertaken, the customer
must be advised of any implications, and the Customer Advice Record must contain:

(2)  aspecific warning that a life policy sold without the completion of a fact
find may not be appropriate to the customer's needs; and

(b)  astatement that, by not receiving advice, the customer risks making a
financial commitment to a life policy that may not be appropriate to his or
her needs and objectives.

Requirements where an existing life policy is replaced

24.  Where termination of an existing life policy and sale of a new life policy is advised by a
life insurance adviser, the advice must be appropriate and have a reasonable basis and
all reasonably foreseeable and relevant consequences of the change must be listed in the
Customer Advice Record, including:

(@) termination charges for the existing life policy;

(b) entry/establishment charges for the proposed replacement life policy;

(¢)  any duplication of initia] costs; and

(d) any loss of benefits, temporarily or otherwise, that may arise when replacing
the existing life policy.

Upon request and with the consent of the policyowner, a life company must provide to
the life insurance adviser the necessary information to enable compliance with
subparagraphs (a) and (d) within 20 working days.

Completion and retention of the Customer Advice Record

25.  The Customer Advice Record must begin with a clear boxed statement that this is an
important document that the customer should read. It must also invite the customer to
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26. The Customer Advice Record must be dated and signed by the life insurance adviser
and forwarded to the life company(ies) of the recommended product(s), or the life
broker. The life company(ies)/life broker must retain the Customer Advice Record
signed by the life insurance adviser. The Customer Advice Record must be made
available by the life company or life broker to the Commissioner or the relevant external
dispute resolution mechanism promptly following request.

APPLICATION FORMS

27. Life companies must ensure that their application/proposal forms make appropriate
provision for a signed acknowledgement by the customer that either:

(@)  the customer provided information requested by the life insurance adviser to form
the basis of a complete fact find and needs analysis, and elected to purchase the
life policy(ies) recommended by the life insurance adviser; or .

(b) the customer chose not to provide all information requested by the life insurance
adviser, and understands that by not providing sufficient information, the
customer risks making a financial commitment to a life policy that may not be
appropriate to his or her needs; or

(¢)  the customer elected to purchase a life policy that differs from the life insurance
adviser’s recommendation, or elected only to receive advice about a limited range
of products, and understands that by making this election, the customer risks
making a financial commitment to a life policy that may not be appropriate to his
or her needs and objectives; or '

(d) the customer was not given any advice, or no fact find was undertaken, and the
customer understands that by not receiving advice, the customer risks making a
financial commitment to a life policy that may not be appropriate to his or her
needs and objectives.

o
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PARTIII  TRAINING AND COMPETENCY

This part specifies requirements of life companies and life brokers regarding the training
and competency of life insurance advisers.

BASIC COMPETENCIES

28.  Prior to the commencement of life insurance adviser registration, a life company or life
broker must ensure that a life insurance adviser authorised on its behalf has adequate
knowledge to enable him or her to demonstrate the following competencies:

(a) the requirements of this Code, including complaint handling mechanisms;

(b)  how to conduct a fact find and needs analysis and complete a Customer Advice
Record; and

(c) legal requirements under all relevant legislation, together with the requirements of
Insurance and Superannuation Commission circulars.

The necessary basic competencies applicable from the commencement of life insurance
adviser registration will be determined by the then established Registration Board.

PRODUCT-SPECIFIC COMPETENCIES

29. A life company or life broker must ensure that a life insurance adviser recejves
sufficient information and/or training to enable him or her to satisfy the following
competencies for each specific company product that the life insurance adviser has been
authorised to sell on its behalf:

(@) anadequate knowledge of the relevant product, including (where the
product is investment linked) knowledge of the risk and return profiles of
relevant securities;

(b) the ability to clearly explain the product and product-related material;
(¢) anadequate knowledge of any specific laws which affect the product; and
(d) anadequate knowledge of the life company’s systems, forms and procedures
for that product, including procedures in the case of a claim or termination.

Multi-Agents

30.  Each life company must provide sufficient information and/or training to ensure that
multi-agents are competent to sell those company-specific products which the
multi-agent is authorised to sell. N

RN
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CONTINUING EDUCATION REQUIREMENTS

31.  Alife company or life broker must ensure that its life insurance advisers receive

adequate continuing education, to enable them to continue to

meet competency
requirements.
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PARTIV 1IN QUIRIES, COMPLAINTS AND DISPUTES

INTERNAL INQUIRY AND COMPLAINT ARRANGEMENTS

32. A Customer of a life company or life broker is entitled to 2 TeSponse to written requests
for: '

(@ information about existing policies, including Tequests about the surrender value;
(b) variation of life policies; or

(¢) termination of life policies;

within 20 working days of receipt of the inquiry.

33.  Where a life company or life broker is unable, on reasonable grounds, to respond to a

34.  Each life company and life broker must establish an interna] complaint-handling
mechanism. The mechanism must:

(@ be free of charge to the complainant;
(b)  be open to al] persons who have an interest in a life policy;

(©) be capable of addressing all possible complaints against the Jife company or
life broker:

(d) have documented procedures including time lines for making a decision and

(¢) havea complaint dealt with by an ofﬁce; of the life company or life broker
who has authority to resolve most complaints without firrther referrals
within the Jife Company or life broker;

()  provide written advice to the complainant of a decisjon and, unless the

reasons for the decision;

(8) record decisions, reasons for decisions and maintain appropriate statistics;
and

IR
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35.

36.

(h)  provide information to the complainant at the outset on the availability of
the external complaint-handling mechanism and have arrangements for
referral of relevant complaints to an externa] mechanism if the complaint is
not resolved internally. The complainant must be reminded in writing of the
availability of the external complaint-handling mechanism in the event that
the claim is rejected in whole or in part.

All complaints should be resolved by the internal complaint-handling mechanism withip
45 days of lodgement. However, where there are special circumstances relating to the
complaint such that it is not reasonable for it to have been resolved in that period, the
life company or life broker must inform the complainant of the reasons for the delay and
that the complainant may, if the complaint has not been resolved within 90 days of
lodgement, then take it to the relevant external dispute resolution mechanism in terms of
paragraph 37 of this Code.

If the internal complaint-handling mechanism has not resolved a specific complaint
within 90 days, the life company or life broker must inform the complainant of the
reasons for the further delay and that the complainant may take the complaint to the
relevant external dispute resolution mechanism referred to in paragraph 37 of this Code,

EXTERNAL DISPUTE RESOLUTION MECHANISMS

37.

Each life company and each life broker that offers insurance directly to the public must
be party to an external dispute resolution mechanism which:

a)  has the unrevoked approval of the Commissioner:

b)  does not consider a complaint or dispute unless it has first been lodged with
the relevant life company or life broker and:

1)  has been resolved by the life company or life broker, but not to
the satisfaction of the complainant; or ¢

i)  has not been resolved by the life company or life broker and
90 days have elapsed since lodgement with the life company or
life broker;

¢)  provides annual reports to the Commissioner and the Minister for Consumer
Affairs (the Commissioner may require a specific format and content for
annual reports); and

d)  reports any systemic, persistent or deliberate conduct (including that of life
insurance advisers) that infringes the requirements of this Code to the
Commissioner and to the relevant life company(ies) or life broker(s) as soon
as they are identified.

R
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38.

39.

Before granting an approval under paragraph 37, the Commissioner must be satisfied

that the mechanism will:

(@) operate free of charge to the complainant;

(b) covera sufficiently broad range of complaints;

(c)  be independent of the parties to the complaint;

(d) beoverseenbya body which includes consumer representation (appointed
or approved by the Minister for Consumer Affairs) and a delegate of the
Commissioner;

(e)  have procedures which accord with the principles of natural justice
(including written reasons for decisions); ‘

() make decisions by reference to what is fair in all the circumstances,
observes applicable law, relevant judicial authority and this Code, and has
regard to good life insurance practice;

(8) have appropriate published procedures, including suitable standards of
timeliness;

(h) be effectively promoted;

(1) have adequate resources;

()  obtain observance by life companies and life brokers of its decisions;

(k) have adequate remedies available to it;

() maintain and publish appropriate statistics on ifs operations; and

(m) provide to the Commissioner, and to relevant industry associations, details

of the decisions made in respect of all complaints, or a representative

selection of complaints, including the reasons for the decisions but

excluding information that would identify any of the parties to the

complaint. ¢

The Commissioner may revoke an approval granted under paragraph 37 if he/she is
satisfied that a dispute resolution mechanism does not meet the conditions referred to in
paragraph 38. A

AN St
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PARTV MONITORING AND REPORTING

40.

41.

42.

43.

44,

45.

Responsibility for compliance with this Code rests with individual life companies and
life brokers. Each life company and life broker must have appropriate documented
procedures in place to monitor the performance of its life insurance advisers in relation
to all aspects of this Code.

* The monitoring procedures required by paragraph 40 must achieve a standard acceptable

to the Commissioner. Without limiting the matters that the Commissioner may consider
in determining whether a life company-or life broker meets the requirements of
paragraph 40, the Commissioner must be satisfied that procedures are in place to:

(2) ensure that fact finds are undertaken in line with the requirements of this
Code;

(b) monitor the appropriateness of advice provided by its life insurance advisers
to customers;

(¢)  closely monitor complaints about the conduct of life insurance advisers;
(d)  ensure that there are appropriate pre-recruitment screening procedures;

(¢) verify that life insurance advisers are trained to the necessary level of
competence; and

()  ensure adequate documentation is maintained.

Each life company and life broker must maintain adequate records including:
(2) internal complaint-handling mechanism statistics;

(b)  all conduct (including that of life insurance advisers) known to the life
company or life broker that infringes this Code including a record of
systemic or repetitive infringements;

(¢) arecord of remedial action and its effect; and r
@

(d) arecord detailing training of life insurance advisers.

All serious or persistent conduct infringing this Code must be referred to the life
company's Compliance Committee (or to the Board of the life company), or to the
Directors or Principals of the life broker, so that systemic problems or problems with
particular life insurance advisers can be identified and rectified.

Where a life company or a life broker becomes aware of a material breach of this Code,
it must check the appropriateness of the procedures applicable, and of relevant policies
previously issued through that life insurance adviser during the three-year period
preceding the date on which it became aware of the breach (as noted in paragraph 5, this
obligation only applies to pelicies issued on or after the date of commencement of the
Code) and take remedial action where appropriate.

A life company or life broker must provide regular reports to the Commissioner on its
compliance with this Code.





