*** This email is being sent to managing directors and coordinators at financial centres.
Please forward it to anyone else who may be impacted. ***

This information will be available on Webi.

Wealth Management and Life and Health Insurance

Coronavirus (COVID-19)

Business Continuity Plan

Following the recent announcements about the mandatory closure of all non-essential
workplaces, we're currently assessing what that will mean for business continuity.

We’'ll share the details with you as soon as we can.

Until then, here is the latest news:

Physical contracts will not be mailed
Clarification about remote sales

Clarification about paramedical requirements
Soon on Webi: FAQs and best practices

Thank you for your attention to these updates.

Physical Contracts

Once an insurance application has been approved, you'll get the usual confirmation email.
We’re counting on you to let your clients know about the decision.

Policies will be available in the Clients Documents section on Webi.
We will not be sending you any policies by mail.

We’re currently working on a digital solution.

Remote sales



Remote insurance sales are allowed for life, disability and critical illness insurance. You'll
need to use the DSign electronic application.

Given the current situation, we’re temporarily changing the rules for remote sales to make
things as easy as possible for you. Because we haven’t been able to update the electronic
application just yet, you’ll need to make sure you don’t check the non-face-to-face
option. Instead, write “non-face-to-face” in the special notes section.

Available products Eligibility requirements

e Life insurance: $5 million e You must use the e-signature feature.

e Critical illness insurance: $500,000 For the time being, the policyholder can’t be

« Disability insurance: $5,000 a business* and must be one of the proposed
Y insureds.

* We’'ll provide more information shortly on what to do if the policyholder is a business.

You don’t need to re-identify your existing clients. However, you still need to make sure you
still have their ID number and type on file.

The summary of identification methods below is being provided for information purposes.
However, all advisors are required to read the detailed procedures on Webi.

There are 2 methods for identifying new clients:

A -DUAL PROCESS METHOD
Ask the client to send you 2 of the following 3 documents (by fax, photocopy, scan or
electronic image):

a. Document containing their name and date of birth

b. Document containing their name and full address

c. Document containing their name that confirms they hold a deposit account, credit
card or other loan account.

The name, address and date of birth on the documents must match those provided by the
client.

Recordkeeping
You're required to document the client information record with the following:

e The name of the person

e The type of each of document provided

e The account/reference number of each document
e The issuer of each document

e The issue date of each document


https://www.webi.desjardinsassurancevie.com/en/DocumentsWebi/methods_facilitating_remote_identity_verification.pdf

e The date the document was verified

B - CHAT OR SELFIE METHOD

If Method A above is not possible, you can use the chat or selfie method for identifying new
clients. This is an exception that’s being made only while social distancing measures are in
effect due to the COVID-19 pandemic.

At the request of the regulator (FINTRAC), you are required to document the reasons why
you can’t verify the client’s identity in person, and why Method A provided above is not
applicable.

Important:

Once the COVID-19 social distancing measures are lifted, you’ll need to obtain the identity
verification information usually required for insurance applications and update the client
information record.

Follow these steps:

1. Ask your client to create an electronic version of their government-issued photo ID and
email it to you. Make sure the name given by the client matches the one on the photo ID.

2. Verify the photo ID. You have 2 options:

¢ In alive video chat with your client. Take a screenshot of the chat session where both
your client’s face and their photo ID are visible in the same shot.

e Ask your client to take a selfie with their cell phone camera or other device and email
it to you.

You'll need to add the copies of the documents submitted by your client and the screenshot
or selfie to the client record. You'll also need to certify that you have confirmed the client’s
information (in the note section of the application).

Paramedical requirements

In order to protect our clients and business partners, we’re no longer authorizing in person
exams by our paramedical service providers. Any scheduled appointments are being
cancelled and no new in-person appointments are being scheduled.

Instead, we will be using tele-underwriting interviews for new insurance applications.

Since we won't be able to update our software right away, you’ll continue to see paramedical
requirements on illustrations (e.g., paramedical, urine, blood profile). In these situations, order
a paramedical only. The requirement will be automatically changed by the firm to a tele-
interview.

Also, please inform your clients that a nurse won'’t be coming to their home for their exam and



that everything will be done over the phone.
We’'ll try to make a decision based on the information we have. In some situations, we may

have to limit coverage amounts or propose an extra premium or exclusion. We can do a
review when the situation gets back to normal.

FAQs and best practices

Understandably, we know you have a lot of questions about the current situation.

We've added a COVID-19 section to Webi to keep you up to date. This week, we’ll be adding
an FAQ to answer your questions and let you know the best ways to send us documents and
inquiries.

Questions?
Send them to us at Desjardins_Service@desjardins.com and write COVID-19 in the subject
line.

Please do not reply to this email.

The Business Continuity team

O Desjardins

Insurance

Desjardins Insurance refers to Desjardins Financial Security Life Assurance Company.
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