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Notice of Determination 
by the Life Code Compliance Committee (Life CCC) on alleged non-compliance 

with the Life Insurance Code of Practice by a subscriber 

Reference: CX6115 Date: 26 August 2020 

Code sections: 5.4, 5.121 

Investigation: Self-reported non-compliance by a Code subscriber 

 

The Code breach: 

A Life Insurance Company that is a subscriber (the Subscriber) to the Life Insurance Code of 

Practice (the Code) self-reported significant breaches of sections 5.4 and 5.12 of the Code.  

The breaches occurred from October 2018 to February 2019 and were caused by issues 

relating to the implementation of a new adviser application portal and the associated workflow 

system. The Subscriber also identified training and awareness gaps in the operational teams 

involved in its administration and underwriting decision making process.  

Due to system limitations, the Subscriber further noted that it had been unable to generate 

accurate and complete Code compliance reporting in relation to these sections since October 

2018.  

In order to ascertain the extent of the issue, the Subscriber conducted a manual review of 107 

underwriting decisions which were a subset of underwriting cases that were potentially in 

breach of the Code. The review identified 40 breaches of section 5.4 and 14 breaches of 

section 5.12.  

Due to data limitations, the Subscriber was not able to identify a complete population of the 

breaches over and above these 107 decisions, but noted that the number of individual 

breaches indicated a significant number of potential breaches on the full population of retail 

applications processed since October 2018.  

Findings in accordance with Charter clause 7.4(b)(iii)2: 

The Life CCC assessed the matter and confirmed the breaches of sections 5.4 and 5.12 of 

the Code which were significant, as assessed by the Subscriber.  

 

                                                           
1 The Code sections are provided in full in the last section of the Determination. 
2 The Life CCC is bound by its Charter to use the terminology ‘the reported allegation was proven in whole or in part or was 
unfounded.’ This in essence requires the Life CCC to state if it determined there was a breach or not. The Life CCC will explain 
its determination in plain language in the body of the Determination. 
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The Life CCC findings and conclusion: 

Sections 5.4 and 5.12 

Section 5.4 relates to a subscriber’s obligation to provide a decision on a consumer’s life 

insurance application within five business days of the consumer’s application.  

If the subscriber requires additional information to assess the application, section 5.12 creates 

an obligation for the subscriber to provide a decision on the consumer’s life insurance 

application within five business days of completing all reasonable enquiries relating to the 

application and receiving all the information that the subscriber reasonably needs.  

In this case, as part of the Subscriber’s first manual review, the Subscriber identified 54 

breaches out of a sample of 107 potential breaches, resulting in a compliance rate of 49.5% 

from October 2018 to February 2019.  

To remediate the breach, since February 2019 the Subscriber has:  

• appointed a central point of contact within the adviser experience team to manage 
escalations from advisers and customers;   

• established a dedicated workflow systems training team to provide product knowledge 
support;  

• formed a project team to identify root causes to develop and implement remediation 
actions;  

• developed and deployed system enhancements to remediate the system 
implementation issues;  

• provided additional training to staff; and 

• developed enhancements to reporting logic to refine the system reporting and reduce 
manual validation.  

The Subscriber conducted 4 additional manual reviews of potential breaches between April 

2019 and August 2019 and identified compliance rates of 97.4% for April 2019, 99.0% for 

May/June 2019, 99.3% for July 2019, and 99.7% for August 2019. The Subscriber noted that 

the breaches identified post March 2019 were not systemic in nature but were isolated 

instances of human error. 

Given the low numbers of breaches identified since April 2019, the Life CCC considers that 

the Subscriber’s remediation activities have resolved the implementation and training issues 

which caused the repeated breaches of sections 5.4 and 5.12 of the Code.  

Key learnings  

The Life CCC encourages Subscribers to regularly review their systems and processes to 

ensure full and demonstrable compliance with all obligations of the Code. The Life CCC 

expects all Subscribers to conduct comprehensive testing of new systems prior to 

implementation to ensure that any implementation issues are resolved prior to the adoption of 

the system.  
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Relevant Code Sections 

Section 5.4 

Where the information we have received from you is all we need to make our decision on your 
application, we will let you know our decision within five business days. 

Section 5.12 

Once we have all the information we reasonably need and have completed all reasonable enquiries 
relating to the application, we will let you know our decision about whether to accept the application 
and on what terms within five business days. 

 

 

The Life CCC is the independent body responsible for the administration and enforcement of the Life 

Insurance Code of Practice (the Code). It acts in accordance with the Life CCC Charter, which sets out the 

powers, duties, functions and responsibilities of the Committee, subject to any provisions in the Code. This 

Determination is issued in accordance with clause 7.4 of the Life CCC’s Charter in order to facilitate 

agreement between the Life CCC and the Subscriber on corrective measures and the relevant timeframes 

for their implementation. 

 


