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MassMutual Coverpath New Business for 

NBCs 
This document provides you with information about SLAs, new business support, case status messages 

and tracking tips.  

Topic Details 

 

 

 

 

 

• Lite Touch Underwriting Review: Within 48 hours 
• Exam Results: Within  5 business days 
• APS: Dependent on facility and vendor (parameds.com). 

• Final Underwriting Decision: Within 5 calendar days of the complete file 

being received  

 

 

 

 

 

• How to Contact the Digital Operations Team: 
o Email: support@coverpath.com 
o Phone: 1.866.957.5347 

o Live Chat: From Coverpath.com click the Chat icon 
at the bottom left of the page  

• For support hours and more, click here. 

 

 

 

 

 

 

 

• How to Find and Filter Cases 
• Managing Cases: Editing and Deleting 
• Case Status Definitions 

• Case Statuses that require advisor attention/action include: 

Status Sub-Status 

Application 

• “App Submitted” 
• “TLIC Offer: (rate class): Client acceptance needed 

by (MM/DD) at (##:##pm)” 

• “TLIC Offer Accepted: Client signature needed by 

(MM/DD) at (##:##pm)” 

Exam 

Scheduling 
• “Exam: (status from vendor)” 

Underwriting 

• “Underwriting requested operations support” 
• “Underwriting sent follow-up questions to client” 

• “Underwriter ordered APS” 

Issue 

• “Final Offer: (Rate Class): Send to client by 
(MM/DD)” 

• “Final Offer: (Rate Class): Client acceptance 

needed by (MM/DD)” 
 

 

 

 

 

• How to Track Cases on Coverpath for New Business Coordinators 

o NBC Video with Jodi Moss 

o NBC Sample Tracking Sheet 

Service Level 

Agreements 

 

Case Statuses 

Tracking Tips 

Support 

https://help.coverpath.com/hc/en-us/articles/360000643883-Fluidless-Underwriting#h_01ES6HD4PZYZV6ME044SVS9YY5
https://parameds.com/
mailto:support@coverpath.com
https://help.coverpath.com/hc/en-us/articles/360000646503=#h_01F5C7PJ5FDVCKVNRS3GWNMV77
https://help.coverpath.com/hc/en-us/articles/360000608406#h_01F09MND2DT1PR8949QMA503BA
https://help.coverpath.com/hc/en-us/articles/360000608406#h_01FD5K38HB5B8070MZFDYVBH9E
https://help.coverpath.com/hc/en-us/articles/360042500551-Client-Case-Center-Status-Definitions
https://help.coverpath.com/hc/en-us/articles/360042301871-Video-How-to-Track-Cases-on-Coverpath-for-New-Business-Coordinators
https://share.vidyard.com/watch/GezkPgE8Lcf582zfj9GrFd?
https://havenlife.zendesk.com/hc/article_attachments/360054668252/Sample_NBC_CP_Tracking_Template.xlsx
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