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LIA Code of
Life Insurance
Practice

This LIA Code of Life Insurance Practice aims to give
you a guide to the practices used by the life insurance
industry in Singapore. Life insurers, their representatives
and representatives of financial advisers are operating
within the guidelines provided in this document to
make sure that the standard of practice within the
industry is maintained for everyone concerned.

‘We’ in this document refers to the insurer you choose.

‘Representative’ in this document refers to a person
acting for a licensed or exempt financial adviser such
as an insurer, bank, life broker, securities firm or
finance company.



1 Your responsibility
Life insurance is based on good faith. You must answer all the questions in the application
form fully and accurately. You must reveal all the facts that you know, or ought to know,
otherwise your policy may not be valid.

If you do not give us important information on your proposal form that we ask for, your
policy may not be valid. If you are not sure whether the information is important, you
should tell us anyway. This includes any information that you may have given to your
representative but which was not included in the proposal.

You should read and understand the application form or any other forms before you sign
them. Please do not sign forms if they have not been filled in. Please also date the form
when you are signing it.

2 Application form and whether your application is valid
The application form includes questions which you should reasonably be able to answer,
or which you should be able to get the answers to by taking reasonable steps.

If we cannot accept your application within three months from the date of your application,
we will assume you have withdrawn your application and refund any premiums you have
paid (without paying any interest).

3 Policy contract
We will give you the policy contract within one month of accepting your application for
insurance. You should read the document carefully. It gives you full details of what is and
is not covered and the conditions of the cover. Cover will vary from policy to policy and
insurer to insurer. You can ask us for a copy of your filled-in application form. We will
highlight to you the important conditions in your contract.

a Cooling-off period (free-look)
We will give you 14 days from the time you receive the policy to decide whether you
want to continue with it. If you do not want to continue, you may cancel the policy and
get a full refund of your premium less any medical expenses we have had to pay in your
application. If we have posted the policy to you, the 14 days will start seven days after
we have posted the policy to you.

If your policy is an investment-linked type of policy, we can reflect any change in the
market value of the assets which back the policy when we work out the amount we will
return to you.

b Making the policy void
After your policy has been in force for a certain period of time (usually one or two years),
we cannot treat the policy as if it had never been issued (contest the policy). However,
if we can prove fraud, we have the right to end the policy even after this period of time.

c Suicide
If you commit suicide within a certain period shown in the policy, we will not pay the
proceeds of the policy.

d Giving your age incorrectly
If your age was incorrect in the policy document when you bought it, we may change
the benefits we will pay as a result.

4 Changes to your policy
If you want us to change your policy or your personal details, you should write and ask
us. You can make some changes over the phone. We will let you know if we need your
request in writing.

We cannot allow all requests for changes to your policy. What can be allowed will vary
from policy to policy and insurer to insurer. Within three weeks from your request, we will
confirm the change if we are allowing the request. If we have not yet agreed, we will let
you know where we are up to with your request. We will give you any documents that
you need to have by law.

We will give you full details of any premiums or charges we expect you to pay or that we
will return to you. We will send all refunds to you within two weeks from the day we let
you know about the change.

We will give you a receipt as proof of your payment if you pay by cash. We may not issue
receipts if you pay by cheque, bank transfer, direct debit, standing instructions and so
on. This is because these withdrawals are already recorded by your bank.

5   Notice of renewal
We will give you extra time (usually 30 days) after the premium due date, to pay your
premium to renew the policy (we call this the period of grace). During this period, the
policy continues to be in force and we will expect you to pay the premium.

If you need to renew your cover or if the cover is about to be ended, we will tell you at
least one month before your cover ends. You will then have time to arrange continuing
cover if the contract allows this.

We will:

• explain the renewal terms that we offer, and tell you about any changes to the cover,
service or insurer;

• tell you that you need to reveal important information about changes to your health
or occupation, and if you are involved in dangerous sports or pastimes where there
is a high risk of injury;

• let you know if we decide not to renew your policy; and

• confirm whether we have renewed the policy within two weeks of any change.
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6 Notice of modifications to policy terms
Some policies are issued with provisions that may allow us to change the premium,
coverage or benefits of the policy.  If we need to modify any of the original terms of your
cover, we will tell you at least one month before the modifications start.

We will:
• show and explain to you the existing terms and the modifications that we offer;
• give you an option to accept the modified terms or reject them and cease cover.

7 Notice that your policy has come to an end
We will let you know that your policy has come to an end within one month from the
end of the period of grace.

If your policy ends in this way, you may reinstate it within a certain time (usually two
years), as long as you meet certain conditions.

8 Cashing in or ending the policy
The ‘surrender value’ is the cash value we will pay you if you cancel your policy.

Whole life and endowment policies usually build up cash values after a minimum period
(usually at least three years). Single-premium whole life and endowment policies normally
have an immediate cash value. However, if you cash in a single-premium policy, you will
normally pay cash-in charges. Cash values for investment-linked plans depend on the current
value of the units within them, while term insurance plans do not have any cash values.

9   Policy loan
If your policy has a cash value, and the terms of your policy allow for it, you may apply
for a loan secured on the policy. You will have to pay interest on the loan we grant. The
amount of the loan, the interest rate on the loan and when the total of all interest is added
to the loan amount may vary from policy to policy and insurer to insurer. We will tell you
the interest rate we charge at the time you take the loan out. From then on we will let
you know about any change in the interest rate at least one month before the change
takes place. We will tell you the total amount you owe at least once a year. You should
then pay off your loan as soon as possible.

Your policy will automatically come to an end when the total amount of the loan you
owe and any interest which has built up is higher than the cash value of your policy. When
that happens, your policy will no longer have any cash-in value. We will let you know that
the policy has come to an end within two weeks of it happening.

10  Deciding not to end your policy as a result of you not paying the premiums
If we do not receive any premiums you owe, and if there is enough cash value in
your policy, we can decide to keep your policy active by granting you one of the
following options.

a  Automatic loan for your premiums
If your policy has a cash value, and the terms of your policy allow for it, and you do not
pay the full premium due within the period of grace, we may automatically give you a
loan which is equal in value to the full premium you owe. We will continue to do this for
as long as you do not pay the premium. You will have to pay interest on all the loans we
give you. The amount of the loan, the interest rate on the loan and when the total of all
interest is added to the loan amount may vary from policy to policy and insurer to insurer.
We will let you know when these loans start within one month of giving them to you. We
will let you know about any change in the interest rate at least one month before the
change takes place. We will tell you the total amount you owe at least once a year. You
should pay off your loan as soon as possible.

Your policy will automatically come to an end when the total amount of the loan you
owe and any interest which has built up is higher than the cash value of your policy. When
that happens, your policy will no longer have any cash-in value. We will let you know that
the policy has come to an end within two weeks of it happening.

b Extended term insurance
If your policy has a cash value, and the terms of your policy allow for it, and you do not
want to continue paying the full premium, you can ask us to change the policy to an
extended term insurance. When that happens, your policy will no longer have any cash-
in value. The conditions for doing this will vary from insurer to insurer.

c Changing the policy to a paid-up policy
If your policy has earned a cash value, and the terms of your policy allow for it, you can
ask to stop paying any more premiums and keep your policy in force for a reduced sum
insured for the rest of the policy term.

11 Transferring the policy
If the terms of your policy allow for it, you can transfer your policy to another person or
organisation. You must give us written notice if you want to do this. You are responsible
for making sure the transfer is valid by consulting your own legal advice. However, you
cannot transfer certain types of policies such as those under CPFIS, SRS, HPS exemption
or under Section 73 of the Conveyance and Law of Property Act.

12 Yearly reports
At least once a year, we will send you a statement on the performance and value of your
investment-linked policy as well as the performance of each investment-linked fund.

We will send you a statement each year on the annual bonus or dividend for each of your
‘with profits’ policies.

13 Losing your policy document
If you lose your original policy document and need a copy, you should visit us personally
to make a declaration. We will give you a copy of your policy document to keep. We may
charge you for doing this.
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B   Claims

C   Dealing with complaints

1 Making a claim
When you, or your legal representative in the case of your death, make a claim, we will,
within two weeks:
• respond by phone or in writing;
• let you know about the procedures in making a claim; and
• explain whether the type of claim is covered by the policy.

Within one month of making your claim, we will:
• process all the information you have given us and let you know if we need any more

information; and
• keep you informed of the progress of the claim unless we are waiting for a response

from you.

2 Making a claim decision
We will not unreasonably reject a claim. In particular, we will not reject a claim or make
your policy invalid because you have not given us information or given us incorrect
information unless:

a it is an important fact - in other words it is a fact we have questioned you about in
the application form and which we believe would affect our decision as to whether
to accept your application;

b it is a fact you should reasonably know about; or

c it is a fact which we could reasonably expect you to reveal.

We will reject your claim if it involves using fraud or deception or deliberately giving false
information.

Under the conditions which relate to a time limit for making a claim, you should report
a claim and any further developments as soon as reasonably possible.

3 Settling a claim
• We will pay claims within two weeks once we have proof of the insured event and

your legal entitlement to receive payment.

• We will pay interest if we pay a claim more than two months from the date we receive
your written notice of the death or, for an endowment policy, more than two months
from the date the policy comes to an end.

We will work out the interest using the interest rates published by the Life Insurance
Association. You can see this on the LIA website. The interest will apply from the date you
give notice until the actual date we make the payment. The LIA will change this interest
rate every three months.

We will work out interest each day, add it together and add it to the amount we owe at
the end of each calendar year.

If you have bought your policy with CPF or SRS savings, all proceeds from a claim (except
for a death claim) must go back into your CPF or SRS account.

Complaints procedure
We will handle your complaints fairly and promptly.

To expedite matters, you need to provide us with your details such as policy number,
name, contact numbers, specific nature of your complaint and any supporting documents.

We will acknowledge your complaint within 3 business days. If we need additional
information, we will contact you and request that information within 7 business days from
the date we received your complaint. If your complaint takes longer to resolve, we will
contact you and update you on the progress of your complaint within 14 business days
of our last communication to you.

If the outcome of your complaint is not handled to your satisfaction, you can write to the Principal
Officer of the insurer to appeal. We will respond to your appeal within 14 business days.

Independent Dispute Resolution Scheme
If you are dissatisfied with the Principal Officer’s response, we will refer you to a dispute
resolution organisation who acts independently of the insurer.

You can refer the dispute to Insurance Disputes Resolution Organisation (IDRO). Contact
details are:

Address: 20 Cross Street #02-01/02
China Court, China Square Central
Singapore 048422

Telephone: 6327 8878

Fax: 6327 8488

Email: info@idro.com.sg

Website: www.idro.com.sg

If you are unhappy with the final decision of the independent dispute resolution organisation,
you can take legal action against the insurer.
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