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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: CX7200  Date: 13 April 2021 

Code sections: 6.71 

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

 

The alleged Code breach: 

A Life Insurance Company that is a subscriber (the Subscriber) to the Life Insurance Code of 
Practice (the Code) reported two significant breaches of Code obligation 6.7 on 1 September 
2020 and 30 November 2020.  

Section 6.7 of the Code requires a subscriber to reimburse a consumer within 15 business 
day when a consumer cancels a life insurance policy and is entitled to a refund.  

The Subscriber in this Matter initiated a technological data migration in April 2020, and issues 
arose that required manual workarounds. Due to these manual workarounds, the Subscriber’s 
policy administration activities were delayed, and the Subscriber was not able to comply with 
the 15 business day timeframe in section 6.7 of the Code.  

The Subscriber self-reported its first significant breach of section 6.7 of the Code in September 
2020, noting that it had breached the 15 business day timeframe in 251 instances in July 2020. 
In November 2020, the Subscriber self-reported its second significant breach of section 6.7 of 
the Code, noting that it did not comply with the 15 business day timeframe in 76 instances in 
October 2020.  

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

The Life CCC assessed the matter and confirmed both reported breaches of section 6.7 as 
significant breaches of the Code, which were proven in whole.  

 

 

                                                            
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: 

Section 6.7  

Both self-reported significant breaches of section 6.7 were caused by the Subscriber’s 
technology data migration, which impacted normal workflows and included system halts, 
restricted system access, and the need to correct data integrity errors arising, all requiring 
manual workaround processes. These manual workaround processes resulted in delays in 
the Subscriber’s policy administration activities, which resulted in non-compliance with the 
15 business day refund timeframe in section 6.7 of the Code.  

As a result, the Life CCC assessed the matter and confirmed both reported breaches of 
section 6.7 as significant breaches of the Code.  

Since reporting the first section 6.7 significant breach in September 2020, the Subscriber has: 

 refunded all impacted customers in accordance with their policy terms plus interest,  
 developed additional manual reporting to assist with section 6.7 Code compliance, and 
 provided additional training to all policy administration staff on the requirements in 

section 6.7.  

This resulted in the non-compliance rate for section 6.7 trending substantively downwards 
between late 2020 and February 2021. However, the Subscriber acknowledged that the 
number of section 6.7 breaches in January and February 2021 was still not satisfactory. 

The Subscriber is therefore further enhancing its section 6.7 processes by fully automating 
the generation of the weekly report identifying cancellation requests which are in risk of 
breaching the 15 business day timeframe.  

The Life CCC will continue to work with the Subscriber to ensure that the Subscriber’s 
remediation is effective in continuing to further reduce the number of section 6.7 breaches.   
 

Key learnings  

Due to the Subscriber’s ongoing remediation, the non-compliance rate for section 6.7 in 
February 2021 for the Subscriber had reduced to less than 2%. Despite this, the Subscriber 
is planning to implement further remediation to further reduce the non-compliance rate. The 
Life CCC considers this to be good practice, in line with the spirit of the Code and 
commends the Subscriber for having a strong compliance culture which strives to achieve 
full compliance with the Code wherever possible.  

  

Relevant Code Section 

Section 6.7: 

You may be entitled to a refund when you cancel your Life Insurance Policy, in accordance with 
the terms of your Life Insurance Policy. If you cancel your Life Insurance Policy, any money we 
owe you will be reimbursed to you within 15 business days. 
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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. 


