&% MassMutual

MassMutual's Digital Platform - Coverpath

Reference Guide

Use this guide to orient you to Coverpath key features and functions, submitting business, managing
inforce business, converting term policies as well as tips and key considerations when using this
platform.
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Introduction & Getting Started

What is MassMutual’s Digital Platform—Coverpath?

It's a platform that makes applying for, managing, and servicing life insurance policies faster and
easier. It takes a policy through its entire life cycle—from quoting and submitting new business to
viewing inforce business.

This digital platform quickly provides quotes based on the selected product and client information
and allows you to complete an application online.

Then, it uses an algorithm to perform underwriting calculations and determine if fluidless underwriting
is possible meaning no further traditional underwriting requirements are needed.

There are several possible outcomes:
¢ The client may receive an instant approval (also referred to as express path)

Cr

e The client may be asked a few more questions
Or

¢ The client may have to schedule a medical exam to complete the traditional underwriting
process.

Once approved, the client is approved for the maximum amount of coverage possible. However, as
an advisor, you can quickly and easily edit an offer and change the coverage plan or face amount
without further underwriting review.

Tips:
e Most clients will need to go through traditional underwriting
e To be eligible for fluidless underwriting, the insured must be between ages 17-50 and
applying for no more than $1 million of coverage
e Not available in New York or Puerto Rico

Refer to the Infroduction to MassMutual’s Digital Platform — Coverpath video for more details

How Do I Determine Which Products Are Eligible for Which Platform?

Refer to the following resources for more details:
o Coverpath Eligibility Reference Sheet
o Term Conversions page on FieldNet
o MassMutual's Coverpath and EZ-app Comparison Chart

4 Key Consideration:
e Coverpath cannot take Buy/Sell Cases where the owner is an individual.
¢ In these cases, you may not receive a hard stop in completing the application online
until further in the process.
e |t is best to complete the application using EZ-app.
e Contact MassMutual Digital Customer Care for an exception to use EZ-app.

For Training Use Only. Not for Use with the General Public.
CPATH117rg1_41 4/22/22 Page 3 of 72



Terminology

The following table compares industry and/or MassMutual legacy system (EZ-app) terminology with

Coverpath as a quick reference.

Item EZ-app Coverpath
New Business | EZ-app MassMutual’s Digital Platform or Coverpath
Submission
Platform
Policies N/A Native policy — a policy originally created in Coverpath.
Migrated policy —a policy that was initially created in EZ-app
and now “lives” in Coverpath.
Temporary Temporary Life Temporary Life Insurance Coverage (TLIC)
Coverage Insurance
Receipt (TLIR)
Types of Tradifional Traditional underwriting
Underwriting | underwriting e Policies that do not qualify for Express Path underwriting
go through a traditional underwriting process on the
platform.
Express Path (Also referred to as Fluidless Underwriting or Light-
Touch Fluidless)

e Aresult from algorithmic underwriting that allows
coverage to be placed without requiring a medical
exam or lab work.

e These insureds have no significant personal or family
medical history, no “risky” hobbies and have a digital
health record.

Beneficiaries | Primary Primary
Secondary Alternate
Terfiary No tertiary option

Overview of Workflows

To help support you in this process, refer to Submitting Coverpath Business - Workflow Companion Guide for

a high-level overview of the lifecycle of a life insurance application as well as tips and reminders.

CPATH117rg1_41
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Navigating the Platform & Features

When creating a new illustration or new insurance application, it is recommended that you start the
process in Advisor360° since you'll be directed to the correct MassMutual platform depending on
eligibility criteria and the product.

However, there are fimes when you might want to access this platform directly, for example to view
the status of all cases in Coverpath.

This section provides an overview of terminology, navigating within the platform and key features.
Access and Proxy Rights
Who has access to Coverpath?

All adyvisors, brokers, and firm staff (as proxies)

e With regard to proxy access in Coverpath, proxies have all the same access as an advisor,
with one exception—they cannot sign a life insurance application

e You have the same permissions in Coverpath as you do in Advisor360°

Chrome is the recommended browser. Please note that Internet Explorer is not supported.

Depending on browser settings, pop-up blockers may prevent Coverpath emails or pages from
loading properly.

Tip: Be sure to disable pop-up blockers on your browser’s help pages.

Refer to the Access & Getting Started section of the Help Center for more details regarding
technology requirements, access for your role and more.

For Training Use Only. Not for Use with the General Public.
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Overview of the Home Page

A ] Cc ) E

LK
LA CqushN‘ultuql‘ HOME CASES ILLUSTRATIONS @ HELP SALLY SAMPLE ' v
overpat

Welcome to Coverpath

H Your preferred exam vendor is ExamOne. Visit settings if you'd like to change it to APPS. X

[/ ‘_\H\\ -.'C\‘

S N

Quote or Apply Email Link Copy Link
Item Description / When to Use How to Access It

A | Home Page | Displays the platform home page to access all | HOME |
features/functions on the platform.

B | Case Center | Displays pre-submitted, submitted and inforce policies
originated in Coverpath which includes inforce migrated
policies.

C | llustrations | Use to run and save various illustrations

Center

Allows you to experiment with different solutions and
determine what will work best for your client

Requires limited data (6 data points).

Generates a quick basic illustration to send to a prospect
or a client who is not yet committed to going through the
application process.

Save, compare, and download an illustration as a PDF.

Shows what an income strategy would look like with a life
insurance policy.

For Training Use Only. Not for Use with the General Public.
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Item

Description / When to Use

How to Access It

lllustrations
Center

¥ Key Consideration: Riders Available in the lllustration
Center:

e The lllustration Center does not display all riders
available in Coverpath.

e lllustrations run using the Quote & Apply option will
show all riders available.

Help Center

Hover over this button for quick reference on how to
contact MassMutual Digital Customer Care.

Serves as the gateway to accessing online help
resources.

Account
Settings

Use to set important default options for conducting
business (e.g., selecting your preferred exam vendor,
advisor phone number, etc.

SALLY SAMPLE

Quote or

Apply
Function

Use when a client is ready to apply for coverage.

Integrates with Advisor360° enabling you to pre-fill the
illustration and application with Client360° client
information.

Enables you to run anillustration and attach it to an
application to send to a client.

@
%

Quote or Apply

Email Link

Copy Link

Available for Term Life products only

e Use to provide clients with access to create a quote,
complete 100% of the application, and submit the
application (with you as the advisor).

e You're kept in the loop throughout the process via
notification emails.

CPATH117rg1_41
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Viewing Policy Information & Case Status Using the Case Center

The Case Center enables you to:

e Review and track cases
View policy information including policy numbers
e View the status of the application or case.

Tips:

e The Client Case Center is not fully infegrated with MassMutual systems.

e Referto MassMutual's Coverpath Case Center vs. ServiceNet reference sheet for more details
and a comparison of when to use which platform.

Alltime v e £
IHSURED | OWNER roL A STATUS MORE ACTIONS
Sem: bl 0 mFre @
% In Foren

Sally Sample

Chns Sample n Force

o Fran Sampls
o Alics Sample

Producer

A description of Case Cenfer statuses and features are indicated in the table below:

Status / Description
Feature
A | Pre- Applications that have been started but not submitted.
Submit

Pending Submitted applications that are waiting for a requirement such as e-Sign or an
exam or are in underwriting review.

Approved | Policies with a final underwriting decision that are waiting for either the offer to be
edited by the advisor or the policy to be accepted by the client.

Displays declined policies.

Note:
e If you need more time to edit the offer, it can be held for up to 30 days
from the date underwriting approve an offer.
e Offers held for more than 30 days will be cancelled, and the application
will need to be resubmitted.

For Training Use Only. Not for Use with the General Public.
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Status / Description
Feature
A o Clients have the option to select a button to re-submit the
application.
o Advisors also have the option to duplicate the application and send
to client for submission.
Issued Inforce policies (includes issued or lapsed).
Cancelled | Cancelled by the client, or by the system because the client or Advisor did not
meet the requirements within the allowed timeframe.

Managing Cases Using Filters, Downloading & Following/Unfollowing Cases

The Case Center enables you to search for and view cases and their status in various ways as
indicated below

Feature Description How to Access It

B Search Field | Use to search by the client’'s name, email, or policy
number

C View Cases Select a timeframe to view only cases with status
for a Specific | updates during the select timeframe, for example: Alltime
Timeframe e The past 24 hours
e The past 7 days

e The past 6 months
[ ]

Or all time
D View Cases When viewing case statuses, NBCs or other firm Producer
for a Specific | staff may want to filter and view a specific
Adyvisor(s) individual or group or advisors using the Select

Producer filter.

Tip: You can create a producer group to view
multiple Advisors at the same time.

E Download a | Use to download a complete list of an Advisor's
List of Cases | business (or other selected case status, such as
pending business) into Excel.

F Follow / The platform enables you to follow or unfollow—
Unfollow All meaning whether you receive all of the
Casesina automated messages about a case from
List (Bulk) Coverpath.

For Training Use Only. Not for Use with the General Public.
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Feature Description How to Access It
To change dll cases that you follow/unfollow,
Follow / select the Kebab button, then choose the desired
Unfollow All setting.
Casesina .
List (Bulk) Tips:
e Anyone who is active on the case, such as the
writing advisor or servicing advisors, are set to
automatically follow a case.
e Proxies are not sef to automatically follow a
case unless the advisor is part of a producer
group that is owned/shared by that proxy or
has selected to automatically follow an
advisor's cases in their settings.
e [f you unfollow a case, you will no longer
receive any email notifications on that case,
including grace nofifications, lapse
notifications, or annual statements.
Follow / Use to update the option to follow / unfollow on an | ? (oo )
Unfollow individual case basis.
Individual s a
You won't receive email updates
Cases
Display All Select the appropriate checkboxes to quickly
Cases You're | display cases you are following.
Following e Following Checkbox
e Society 1851 Checkbox
Viewing Who | Hover over the Satellite icon fo view a list of i i I
Else Is followers. Ry s

Following a
Case

Sally Semple

CPATH117rg1_41

Duplicating a
Case

4/22/22

Use this feature to quickly copy an existing
application and to change the product (within the
same chassis (product family).

For Training Use Only. Not for Use with the General Public.
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Unfollow Case

You won't receive email updates
Duplicate
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Identifying Coverpath Native & Migrated Inforce Policies

After selecting a case, you'll see more details for inforce policies (both native and migrated).

How can you quickly tell the difference¢ Migrated policies do not display do not display the Status
Bar and Download Policy Packet link indicated below and their policy numbers differ.

Tip:

e Native Coverpath policies typically start with “4” and are 9 digits
e Migrated policies typically do not start with “4” and have 8 digits

Native Coverpath Policy

Migrated Policy on Coverpath

Sam Sample ' 44444444

rlee

=

iy et

$2.000,000 | Convertitle Term 10 Sam Sample
Prumim: $132.40manth - 11901

~— Pyt

L

Sam Samole
i Sam Sample

123 Man St
Springfield, MA 01111
¢ ssampleQabe com
51 §5E.EEE EEEE

[

Prodacen b Commasors

Status Bar

Download
Policy
Packet

2 MassMutual

Sam Sample | 555555555

InForos

[

Inred

Sam Sample

Policy

$2.000,000 | Convertible Term 10

Promburm: $152.80/month

sos /11951

Dwmnar

Sam Sample

123 Main 5t.
Springfield, MA 01111
e szamplef@abe.com
p1: 555-555-5555

Policy Details

Benefriones

[—

Sally Sample

Producers & Commissiens

Tip: Refer to the MassMutual’s Coverpath Client Portal Comparison Chart — compares the

service options and accessible policy data for native and migrated policies in the Client’s

Case Centerin Coverpath

For Training Use Only. Not for Use with the General Public.
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Running New Sales lllustrations in Coverpath

How to Start a Sales Illustration

There are two locations within Coverpath where you can generate a sales illustration as indicated

below:

ltem

Description / When to Use

How to
Access It

lllustrations
Center

Use fo run and save various illustrations.

Allows you to experiment with different solutions and
determine what will work best for your client.

Requires only six data points.

Generate a quick basic illustration to send to a prospect or
client who is not yet committed to going through the
application process.

Enables you to save, compare and download an illustration
as a PDF.

Proxies & MassMutual wholesalers can access the
lllustration Center on behalf of an advisor.

Since the Coverpath lllustration Center has some
limitations, refer to the Coverpath Eligibility reference sheet
for a full listing of products and features available on the
Coverpath quote page and application.

ILLUSTRATIOMNS

Quote or

Apply
Function

Quote or
Apply

CPATH117rg1_41

Use when a client is ready to apply for coverage.

Integrates with Advisor360° enabling you to pre-fill the
illustration and application with Client360° client
information.

Enables you to run anillustration and attach it to an
application to send to a client.

Tips for Creating a Quote:

l.

Go to: Client360° > Shield icon

2. Select Start a New Insurance lllustration link

O LM eclddo s
Start a New Insurance lllustration
Start a New Insurance App]icang@ INISTRATION

=
=

For Training Use Only. Not for Use with the General Public.
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ltem Description / When to Use How to
Access It

Function 3. When prompted, select the Guide Me option to ensure that

(cont.) you proceed using the correct platform for your specific
client and product situation

4. Populate any required information

Note: you will need to enter the following information:

Client’s email address:

e If the client does not yet have a massmutual.com
account, use the same email address that is in
Advisor360° for the policy owner.

e [f the client already has a Coverpath account, start
typing and have the system suggest the correct email,
and then select.

e Ifyou type in the full email address for an existing client,
you will receive an error message. If this happens, type
only part of the email and select the system-suggested
email.

EMAIL

ssam Contr

Sally Sample - ssample(@massmutual.com

Health - this is the same as the Underwriting Class

Tip: For more information, refer to the MassMutual's Digital Platform - Coverpath
lilustrations video

For Training Use Only. Not for Use with the General Public.
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Submitting New Business

Starting a New Life Insurance Application

When creating the application on MassMutual’s Digital Platform, advisors have a choice—they can
complete some, none or all the application for the client.

The following information provides an overview of who is involved in the process depending on if the
policy owner is the insured or not.

Tips:

e The Advisor must be licensed where the owner lives (primary residence), not where the owner
signs (since it's digital).

e Share the Client’s Guide to Coverpath: Coverpath Application Process reference sheet with
clients to help facilitate the process.

e Additional resources on this topic include: MassMutual's Digital Platform - Coverpath:
Submitting New Business video.

¢ Key Consideration:

e |If you duplicate/copy an existing Coverpath application to start a new application, it has
to be:
o For the same policy owner
o And the product must be for the same product chassis (e.g., WL to WL or Term to
Term)

& Download 82 cases

STATUS MORE ACTIONS

In Force .
Free look ends 4/10 at 8:37am K]

Follow Case
In Force N You will receive email updates

Free look ends 4/10 at 8:23am .
Duplicate

e If you've submitted a duplicate application and need to change the product chassis, you
can use the Edit Offer feature to change the coverage, after underwriting has approved
an offer

Edit Offer

Jim Swarthow: Approved up to $3.0M

For Training Use Only. Not for Use with the General Public.
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Pre-Filling Client Information

To Access Coverpath and Start a New Life Insurance Application:

1. Go to Client360°.
Tip:

e As a best practice, add a new client intfo Advisor360° before creating the application in
the digital platform. This not only pre-fills some information in Coverpath quotes and
applications, but it also helps fo ensure that the information in Advisor360° matches
information in Coverpath.

2. Select the Shield icon

GET A QUOTE: [ERETI FT¥ symbol Lookup

Questions/Feedback u a AA & m L7

Select Start a New Insurance Application
Select the client that is the insured and/or the owner for the policy and complete all required
fields.

»w

Start a New Insurance Application

All fields are IE&H’EU unless marked optional.

Product Type Advisor

Life . Advisor, Alice ()
How would you like to proceed to the application platform?
O] Select people to put on policy

SELEC FIRST NAME BIRTH POLICY PARTY
= ' Sally Sample 11171981 @-.nc—r-msur&d x

ot select people 1o put on policy

5. Always select the Guide me: Coverpath or EZ-app? button.
Tips:
e The Guide Me: Coverpath or EZ-app button routes you to the appropriate platform to
create/submit a new business application based on client information and the product.
e Choosing the incorrect platform could lead tfo restarting the application in the correct
platform.

Guide me: Coverpath or EZ-app?

6. Select application information for the series of screens as the router determines the correct
platform to use (e.g., product, face amount, age of the insured, states, products or riders, business
owned, US citizen, etc.).

What product(s) are you selling?

For Training Use Only. Not for Use with the General Public.
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7. 1f the application can be submitted through EZ-app or the digital platform, you'll be given a

choi

8. The home page appears with some information pre-filled.

Y
Quote or Apply ] Email Link
Proxying as '
Enter owner information
@ Individual
1RST NAME LAST NAME
Sally Sample Email

ce of which to use.

This case is supported by both Coverpath and EZ-app.

LAUNCH COVERPATH

Are you using ALIR? Coverpath supports some, but not all, ALIR cases.

LAUNCH EZ-APP

Note: Every policy owner must have his/her own email address. Email addresses cannot be
shared with business partners or spouses who have separate policies.

Enter insured information

Insured is same as owner

GENDER DATE OF BIRTH

Creating a Quote or Application
9. Select the Quote or Apply button.

Tips:
Some information is pre-filed except for the email address.

Be sure to enter the correct email address.

,Cff’:’ Copy Link

CONTRACT STATE

MA

Each policy owner must have his/her own email address. They cannot be shared with
business partners or spouses who have separate policies.

While the same email can be used for multiple policies owned by the same person, a new
email address is needed for the same person if they own some policies individually and

others are owned by their business.

10. Complete any other required information to create an initial quote.

For Training Use Only. Not for Use with the General Public.
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11. Scroll down and select the Start Application button.
Tip:
o Selecting Start Application enables you to attach the illustration to an application that the
Advisor can fill out partially or completely.

Producer Split (1) EDIT

Create a quote

Case Setup: Determining Client- or Advisor-Submitted Process

At this point, you have a choice. You can setup the application submission process in one of two
ways, as indicated below:

Individual Life Insurance Application for
Sally Sample
Case Setup
C‘);)h-_‘a“ﬂn?‘flr-_—. N
(@) Client-submitted | Advisor-submitted
The traditional Coverpath experience. Simplified submission and signature for clents.
You fill out some part of the application, then You complete the entire application, including
send it to the owner to complete. They create the medical questions. The owner consents to
an account, complete the application, and sign underwriting and signs via email. They create
\ within Coverpath. an account when their offer is ready. )
Apply for Temporary Life Insurance Coverage (TLIC)
Submission What You Do What the Client Sees/Does
Process
Client-Submitted | You may complete up to 99% of the Owner receives email with link:
application, except for the HIPAA 1. Views quote
acknowledgement. 2. Creates an account
3. Completes application
You have the option to add TLIC 4. Submits application
e The algorithm determines TLIC e Algorithmic
eligibility underwriting runs
5. E-signs via DocuSign
Note:

For Training Use Only. Not for Use with the General Public.
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Submission What You Do What the Client Sees/Does

Process
o C(Clients need to create an account to
complete the application
Adpvisor- You complete entire application Owner receives a first email to:
Submitted (including the medical section) 1. Review the application
2. Consent to HIPAA
Note: e Algorithmic
e TLIC and digital direct billing are not underwriting runs
available for the client
e Clients do not need to create an e Ownerreceives a
account until they're ready to accept second email (in
the policy about 2 min.), only if

they did not qualify for
fluidless underwriting

E-signs via DocuSign

At policy acceptance, the
owner creates an account (if
a massmutual.com account
does not already exists)

o

For Training Use Only. Not for Use with the General Public.
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Deeper Dive: Exploring the Client-Submitted Process

While technically clients can begin applications on their own, client-submitted applications are best
completed in partnership with the client.

Advisors can start the application and complete as much as they want, even if they want the client
to complete the medical section. It's called “client-submitted” because ultimately, it's the client that
submits the application.

Prepping the Client: As a best practice, ask the client to have the following information available to
facilitate completion of the application:

= Driver’s license number

= Social Security Number

=  Current height and weight

= Personal and family medical history

1. After completing the steps in the previous sections, select the Client-submitted opftion.

Case Setup

Application Type

(® Client-submitted Advisor-submitted

The traditional Coverpath experience. Simplified submission and signature for clients.

You fill out some part of the application, then You lete the entire lication, including
send it to the owner to complete. They create the medical questions. The owner consents to
an account, complete the application, and sign underwriting and signs via email. They create
within Coverpath. an account when their offer is ready.

Apply for Temporary Life Insurance Coverage (TLIC)

2. Select the Apply for Temporary Life Insurance Coverage (TLIC) checkbox to extend the
privilege of TLIC to the client, if it is offered.

e Best Practice: If you choose to offer TLIC, it is a best practice to prepare the client for the
possibility of a TLIC offer screen and advise that the application will not be submitted until
they accept/decline TLIC and e-sign, in the event it is offered..

® Key Consideration:

e Unlike TLIR, TLIC (temporary life insurance coverage) is a privilege extended to the client
after underwriting has completed a preliminary review.

e The algorithm determines TLIC eligibility—meaning availability and premium for the
temporary coverage, in addifion to the selected product.

e When completing the application online, the TLIC option is checked by default.

o If the client receives an offer that includes TLIC, then he/she will see a
hypothetical price
e Unchecking this item means you are not offering this optfion to the client.

3. Select Next. The initial screen and Application Progress Bar appear.
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+&%MassMutual
Coverpath )

Application Progress Bar

Individual Life Insurance Application for
Sally Sample

« VvV = Completed
“chapters”

¢ Incomplete sections
indicate the number of
incomplete fields
(e.g., 11/28)

e Advisors can jump to
any section of the
application, but all
sections must be
completed to move
forward in the process

e Clients need to
complete each
“chapter” in order. If
they are unsure of the
next question, they can
use the Take Me There
button which will guide
them to the next
required question.

Medical

Basic Information

Your Height

Feet Inches

Your Weight

Pounds

In the last 12 months, have you gained or lost more than 10 pounds?

(@ Neither

Do you have a primary physician?

oL

4. When completing the application, consider the following items:

Application Section Considerations/Tips

Insured Information | ®Key Considerations:
e Email Addresses:

o When creating a quote or completing an application,
each email address is associated with a unique Coverpath
account. Think of it as a 1:1 relationship—so the platform
does not allow individuals to use the same email address
for multiple Coverpath accounts.

o If aclient has one Coverpath with one advisor, and the
client starts to conduct business on the digital platform with
another advisor, then the client will need to provide two
different email addresses—one for each advisor.

o As aresult, the digital platform does not allow individuals to
make changes to policies that they do not own.

Owner Information € Key Considerations:
e Young Adult Cases:
o As a best practice, when completing/taking online
applications for young adults (ages 17 -22), be sure to get a
copy of his/her driver’s license or social security card.
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Application Section Considerations/Tips

o Thereason: the first check is completed by the algorithm
and if it fails due to an incorrect driver’s license number or
SSN, then underwriting stops.

Beneficiaries ®Key Considerations:
o Different Types of Beneficiaries:
o Primary beneficiaries cannot be different types (e.g., you
can’'t have a business and an individual as beneficiaries on
the same policy)

¢ Multiple Beneficiaries with Different Relationships:
o Choose the Other Named Individuals beneficiary type if
there are multiple beneficiaries with different relationships
to the owner (e.g., parent, sibling, children)

e Number of Beneficiaries Allowed
o As many beneficiaries as the client wants can be listed on
the policy as long as the beneficiaries are listed as primary
or alternate (contingent) beneficiaries
o However, you cannot have tertiary beneficiaries
(contingent of a contingent)

Policy Information ¢ Key Consideration:

e Riders:

o Once the application is started, any riders not listed on the
Quote page (e.g., LISR) cannot be added later. If part of
your sales process is o submit a quote or application and
edit after underwriting, be careful since you may need
restart the quote or application.

Payment Method € Key Consideration:

e Initial premiums must be funded by EFT (electronic funds transfer)
e The advisor or client can enter banking information in the

application

e Orthe client can enter banking information when accepting the
offer

e Subseqguent premiums can be funded by EFT or DDB (Digital Direct
Billing)

o They can select this when completing the application or
when accepting the final offer

Tip: The checkbox indicates that they’re paying by EFT
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Application Section Considerations/Tips

Bank Routing Number

123123123

Bank Account Number

123123123

o Only the client can elect DDB (by unenrolling in a Pre-
Authorized Payment Plan)

o Clients cannot switch to DDB after a policy has been put
inforce

e Checks are not accepted, at this time, except for migrated
policies
e Coverpath only has monthly and annual premium modes

e Tip! If you submit an application on Coverpath and the client is
not willing to pay the initial premium by EFT and subsequent
premiums by EFT or DDB, then you may need to:

o Re-enter the application in EZ-app
o Have the client complete a CMI (Client Medical Interview)
o And collect signatures again

®Key Consideration: 3rd-Party Payor:

e If athird-party payor (not the owner) is paying the initial premium,
this information needs to be included when completing the
application

e This information cannot be added later.

e [f this information is not set up initially, then you will need to restart
the application

e Coverpath willreach out to the 3@ party payor via email to
confirm their intent to fund the policy

5. Select the Ready to Send button to send quote/application to the client. A default email is
generated with a link to the client’s quote.
Tip: Refer to and/or share the Coverpath Client’s Guide to Accepting an Offer to help
support them in this process.
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Hi Sam, your application is ready to .
be submitted Example of Default Email

Vour franoa prokessonal STTTTITEIIITITL compaeted your Ao
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Ourer (=
esrec
Procuct Comvertie Term 30
Face Amourt $300 000

Before submitting the application...

1 Review Te App caton
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v s o ——
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Ve e Bt wePns s e S e o e Ty
-
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Tip: As a best practice, it's recommended that you customize the message (per the example
below) and explain to the client what has been completed as well as what they still need to
do and next steps.

}) To Your Client

Send Ce

Subject Your MassMutual Life Insurance Application

Hi [Client Name) -

R S I e Example of Custom Email in Outlook

® Convertible policy Amount: 3,000,000
«  Term: 15 years
® Your estimated annual cost: $1,035
It shouldn’t take you long ta complete and submit your application, as | have filled out most of it far you, per our discussion,
| thought you might want to complete the medical section vourself, in the privacy of your own home,
To complete your application: hitps://coverpath client, i
Here's what you will need to do to get the underwriting process started:
1) Finish/review the Medical Section until there is a green check mark
2) Check off the HIPPA Acknowledgement Section
3) Continue to hit "Next” until you are able to click “Submit Application”
4) i an option for TLIC is presented, click accept/decline based on our discussion. If nat, skip this step
5) E-sign the application - this is the last step!

Please let me know if | can help with anything.
Hope to talk with you soon —

Tip: In the event that the email does not generate correctly (e.q., if your default email isn’t set
up correctly on your computer and Outlook doesn’t open), then you can copy and paste the
content of the email from this page using the Copy Message Text button.
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The link to share this application has
been opened in your email

Subject:

Use to copy text and link, in the event
the information doesn’t display if
trying to create a custom email

-
m '

6. Clients access the new application via one of these methods:
e link in the email from you
e or from their massmutual.com account

Tip: Clients will need to verify their

identity with text authentication
Create your Coverpath account when creafing an account.

Enter your verification code

Your password must include the following: . . ' .
A text message with a verification code was just sent to
v at least B characters (rre)eeecestl

Please enter the code to verify your account.

v at least one lower case character

at least one upper case character

v at least one numeric or special
character (e.g. @3 8")

Enter Code

| agree to the privacy policy and terms of use

7. Once the owner receives the email with the MassMutual Digital Platform link and quote, they'll

need to create an account and verify their identify with text authentication.

Tip: If the client does not have a cell phone, they can select the Trouble Using Your

Code link and they’ll receive a call on their land line with a code.

8. After creating the account, the client reviews and completes the application and once

again, verifies their identity via an email.
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Verify

You are almost done. Before we finish, please make sure your email below is correct
SAME AS THE OWNER AND INSURED. SAM'S EMAIL IS

9. The client selects the Submit Application button.
Tip: The policy number is generated.

10. At this point the following happen:

e The Advisor (and anyone following the case) receives an automated email that the
client submitted the application

e And the underwriting algorithm runs to issue a preliminary underwriting outcome (which
takes about 60 — 90 seconds) and:
e Checks personal medical history
e Checks family medical history
e Validates the client’s identification
e Does financial underwriting
e Reviews prescription history
e Checks the MIB
e Checks DMV driving record

11. Once the algorithm runs, there are two “paths” the client-submitted process could take, as
indicated below:

Underwriting High Level Process Description & Steps
Outcome
No exam is Also referred to as:
needed e Express Path

e Fluidless Underwriting
e Light-touch Fluidless

Is a result from algorithmic underwriting that allows coverage to be placed
without requiring a medical exam or lab work.

These insureds have no significant personal or family medical history, no
“risky” hobbies and have a digital health record.

Exam Needed | Policies that do not qualify for Express Path underwriting go through a
traditional underwriting process on the platform

For more details, refer to the MassMutual: Coverpath Underwriting Qutcomes reference sheet
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Client-Submitted Process: “Exam Needed” - Traditional
Underwriting Path

Tip: For a visual of the two client-submitted process “paths” and a high-level description/tips of
what happens in each step, refer to the: Submitting Coverpath Business Submission - Workflow
Companion Guide

Exam needed:
e Policies that do not qualify for Express Path underwriting go through a traditional

underwriting process on the platform

e After the algorithm runs, the following table summarizes the steps in the “traditional
underwriting” process as well as key tips and reminders.

Step in Exam Client-Submitted: Traditional Underwriting Path Description
Needed
Process
Client: Signs | ® Key Consideration: Client E-Signs the Application After Submission
via e In the client-submitted application process, the client signs the
DocuSign application after submitting it for underwriting review.

Clients Offered TLIC:
e Some clients will be offered TLIC

Application received. You qualify for temporary coverage while
you complete the medical exam.

e For clients offered TLIC, they make a decision whether to accept or decline

Accept or Decline Temporary Coverage

Do you want temporary coverage”

$1,000,000

$43.85

e If the client takes the offer of TLIC, then we'll collect one month’s premium
and they're covered for the next 120 days while we complete underwriting
e The premium is based on the “trending to” underwriting class, not the
underwriting class used in the proposal
e Thisis an important difference from using TLIR on the legacy side
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Step in Exam

Client-Submitted: Traditional Underwriting Path Description

Needed
Process
e Tip: If the client is offered TLIC, it may differ from the proposal
the Advisor sent (because we've now gathered more
information with the Algorithm)
e As abest practice: Advisors should set client expectations
about this ahead of time
¢ This premium is applied to the final policy if taken, or returned to the
client if not taken
e Then the client signs the application
Clients Not Offered TLIC:
e [f clients are not offered TLIC it's because certain rules tripped in the
algorithm and we're not comfortable extending the offer of TLIC
¢ In this case, clients only need to sign the application
Whether the client takes TLIC or not, they're now atf the same point in the
process—which is e-signing the application.
Key Points:
e Watch Point: This is a WATCH POINT—meaning where things could get a
little tripped up.
e This may seem a little counter intuitive since the client needs tfo
sign what they've already submitted
e As advisors, it's important to be on top of this so that the client
isn't stopping the process foo soon
e Clients may think they have completed all of the necessary steps
once they have submitted the application
e The client signs the application using DocuSign
e DocuSign launches within Coverpath, clients do not have to leave the
platform or go elsewhere
e Tip: Advisors can provide clients with the Coverpath Application
Process on FieldNet to help support them with the process.
Schedule Once the client signs, the next step is to schedule the medical exam. There are
the Medical | three ways that can be handled.
Exam
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Step in Exam
Needed
Process

Client-Submitted: Traditional Underwriting Path Description

Scheduling
Exams in

Coverpath
reference
sheet

Key Points:

¢ 1. Use the Coverpath Schedule Exam Tool:
e You determine if you want ExamOne or APPS to be the preferred
exam vendor in your Coverpath Account Settings
e You'll see a calendar with the option to select different ExamOne
or APPS offices based on the proximity of the insurance address or
any other address you want to add

e Then you can select an office, date, and fime—and you're
locking it in, it's not a request for approval

e The exam appointment appears in the Coverpath Case Center

e And you're kept informed (via updates in the Case Center) of
everything that happens, for example:

e exam completion
e andresults sent to the MassMutual underwriting team

e This tool does not show all availability—just some availability of
exam date/time opftions
¢ Contacting the office directly will likely provide more dates and

times (but will require you to manually submit lab slips to
MassMutual Digital Customer Care)

e Tip: Refer to the Scheduling an Exam section of this guide or the
Exam Scheduling on Coverpath job aid for more details.

OR

e 2. Schedule the Exam Yourself

e You can schedule the exam yourself; however, if you schedule
outside of the platform, you'll need to contact MassMutual Digital
Customer Care to cancel the exam order in Coverpath

e You'llalso need to ensure that you send the digital lab slip to
MassMutual Digital Customer Care so that they can upload it into
the file so that underwriting can see the information to try to get
an offer to you quickly

OR
¢ 3. Take No Action—the Platform Schedules the Exam for You

e The 39 option is for the advisor to take no action

e If you do nothing, then Coverpath reaches out to the exam
vendor of your choice (whichever is indicated in your Coverpath
Account Settings as the default)

e The representatives from the exam vendor will reach out to your
client to schedule the exam

e You will see all details of this activity in the Case Center

So how do you decide which exam scheduling process to use?
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Step in Exam

Client-Submitted: Traditional Underwriting Path Description

Needed
Process
e |t depends on how engaged you want to be in the process and how
much fime you want to spend versus letting someone else take care of
this administrative function for you.
Exam Once the exams are completed and MassMutual has received all results, the
Needed: case is assigned to an underwriter for the first time.
Traditional Key Points:

Underwriting

e The underwriter is assigned to a case
e You'll see that reflected in the Case Center
e Tip! Only Society 1851 Advisors will see the name of the
underwriter assigned

o The underwriter reviews the merits of the case and does one of three
things:
1. Approves the offer
2. Sends follow up questions to the client
= They need a little more information
* They send follow up questions directly to the proposed
insured
e The advisor receives an email from underwriting
indicating that they have asked additional questions
of the client
e Tip: Difference from legacy underwriting—you will
not see what those questions are; however, you can
reach out and discuss questions with the client

e Watch Point:

o Nofice thisis also a watch point where the
process could stall if the client doesn’t see
the email or doesn’t get back to underwriting
with the requested information.

o If the client is unable to locate the questions,
MassMutual Digital Customer Care can
resend the questions fo the client

3. Orders an APS (Attending Physician Statement)
» Underwriting may want to order an APS depending on lab
results or something else in the file

Tip! In Coverpath, only the underwriter can order the APS
e Agencies cannot order the APS

*  You will receive an email when an APS is ordered
* You can also view detailed progress that Paramed is
making in the Coverpath Case Center
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Step in Exam

Client-Submitted: Traditional Underwriting Path Description

Needed
Process
¢ Underwriting Approves an Offer
o When underwriting approves an offer, the Advisor receives an
email that an offer has been approved
o This email explains:
=  What the approved offer is and includes:
e Approved rating class
e If the rating class is different than applied for
o Email includes notes from the underwriter
explaining why the underwriting class is
different than applied for
o It's not a detailed explanation (e.g., lipid
levels)
o This explanation is also available in the
Coverpath Case Center
e Approved face amount
e Premium
The Advisor (and any case followers) is(are) the first and only to know that an
offer has been approved. The client is only made aware when contacted by
the Advisor.
Adpvisor: Edit | Once there's an approved offer, the Advisor can edit the approved offer to
Offer, Sign & | make changes to the coverage plan and instantly see the impact to premium.
ée"r;iito e Underwriters automatically approve the maximum face amount

allowable—which often is greater than the original face applied for

e Using the Edit Offer feature, Advisors can increase the face amount up
to the max without contacting the carrier

Application

$250,000 | Convertible Term 10
Premium: $127.50/year

.]"" ]

For example, in a few seconds an Advisor can use the Edit Offer
Dashboard to:

e Taper the plan to the needs of the client

e Simultaneously make sure it's something that the client will accept
because it fits their budget

e And send out the offer
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Step in Exam Client-Submitted: Traditional Underwriting Path Description
Needed
Process
Edit Offer
5\3,(;(:2:;” Whole Life 20 59,2;:2”“
s ey Gy, O onsety
%\V:wcrof Premium
[ Automatic Premium Loan (APL)
Key Points:
¢ Juvenile cases:
e The option to edit an offer for juvenile cases is not available
e Contact MassMutual Digital Customer Care for support
e Advisors need to sign the application before sending the offer to the
client
¢ Timelines for Sending an Offer
e Offer Not Held
e By default, the Advisor has 14 calendar days to send the
offer to the client
e If the Advisor does not do anything, the offer will be sent to
the client on the date displayed in the Case Center
ArnoldParker zosooso7 m @
Express Path Offer: Ultra-Preferred Send to client by 4/7 at 8:26am
(Non-Smoker)
o Offer Held
¢ The Hold Offer button enables Advisors to delay sending
the offer for 30 calendar days
e Watch Point: If the Advisor does not send the offer within
the window, then the offer is automatically cancelled
Client: Once the Advisor sends the offer to the client, the client receives an email
Reviews & summarizing the offer. This email includes a link to the client’s Coverpath
Accepts or account where they will accept the offer.
Polic
ancyellqtion Tip! Clients can access the offer at any time via the Coverpath Client
Case Center to view and accept the offer.
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Step in Exam

Needed
Process

Client-Submitted: Traditional Underwriting Path Description

CPATH117rg1_41

4/22/22

Your policy is ready to go.
Your final price is $2,640.00/year.

You have until 4/29/2022 to accept your offer.

Once you accept, we will draft your premium from your bank to start your

coverage.

Accept Offer

Key Points:

The Accept Offer button launches DocuSign (in Coverpath) where the
client will:
e Accept the offer
e Sign an insurability statement, if it's needed
e And sign any amendments such as:
e Changes to the face amount
e Riders added or dropped
e Or changes to a whole life illustration

& Key Consideration:
Client E-Signs the Application After Submission
¢ In the client-submitted application process, the client e-signs the
application after submitting it for underwriting review.

If the owner is not the insured, they receive a request to e-sign as well
As soon as they sign, the policy is issued digitally

Congratulations, you're covered!

You may cancel your policy without penalty before 4/10/2022 and any payments

taken will be returned to you. You can view your policy details below.

The policy is electronically delivered to the client’s account (usually in a
matter of seconds)
The Free Look period starts immediately
Advisors have the full policy packet available electronically

e The application

e The final as-sold illustration

e And a copy of the policy
Advisors do not have the burden of printing and delivering a policy to
the client; however, they can if it's an important part of their sales
process
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Step in Exam Client-Submitted: Traditional Underwriting Path Description
Needed
Process

Watch Point:
e If the client does nothing—meaning they do not accept the offer within
30 days, then the offer is automatically cancelled
e [f this happens, the status of the policy in the Case Center will be:
Cancelled

Client-Submitted Process: Express Path

Tip: For a visual of the two client-submitted process “paths” and a high-level description/tips of
what happens in each step, refer to the: Submitting Coverpath Business Submission - Workflow
Companion Guide

Client-Submitted Express Path Process:

J—

. After the algorithm runs, the Advisor receives the offer
2. Advisor can edif the offer up to the maximum threshold approved for adult cases, if desired

Tip: For edits to Juvenile Cases, contact MassMutual Digital Customer Care

Sends the offer to the client
Client signs the application and accepts the offer
Advisor signs the application

oo

Watch Point! The advisor needs to sign the application at the end of the process for Coverpath
cases

6. The policy is inforce
Tip: Commission Close Consideration:

e For fluidless underwriting cases, Advisors must sign applications by commission close fo
make the close

— ——————————————————————————————————— P
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Deeper Dive: Exploring the Advisor-Submitted Process

This section provides a high-level overview of the Advisor-Submitted application process and
highlights “What's Different” in a few places as compared to the Client-Submitted application
process, which was described in more detail (above).

1. After starting the case in Client360° (to pre-fillinformation in Coverpath, select the Advisor-
submitted option.

Case Setup

Application type

Client-submitted @ Advisor-submitted

The traditional Coverpath experience. Simplified submission and signature for clients.

Insurance Coverage (TLIC). Learn more

. If you use the advisor-submitted process, the insured won't be eligible for Temporary Life

Note: TLIC is not available

2. The Advisor completes all sections on the client’s behalf.
Watch Point: The Part 2 (medical section/chapter) is embedded in the Coverpath
application—so everything is fogether when completing the application on the
platform

3. Select Next. Verify all sections are complete using the Application Progress Bar.
Tips:
e Green checkmarks indicate when the application is done
e Refer to the Application Section & Considerations/Tips table for more details, if
needed.

4. Select the Ready to Send button to send quote/application to the client.
5. The owner receives an initial email to review the application and consent to underwriting.

Before submitting the application...

» wn mwerything i rgrt # e eed ko e
Wemncied profemsinna (Vo wil cwed 10 rmely your 558

| Puarv sevarmnt ) age 1 P

T b oS WA out MOl e reGusd o [esTetied Oy
[
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6. Client selects the | consent: Submit my application button.
Tips:
» The policy number is generated.
» The underwriting algorithm runs and determines either an express path or traditional
underwriting preliminary decision.

WHAT'S DIFFERENT? 2 emails in 2 minutes

e Inthe advisor-submiftted process, Advisors should “coach” the client to look for
“two emails in two minutes”

¢ Clientreceives 1t email: application is ready to be submitted
e C(Clients have the option to review if they want
e Only action required is for the client to select the | consent button, the
application is submitted, and the underwriting process starts

¢ Underwriting algorithm runs for about 75 seconds
e Makes a preliminary determination with one of the 2 outcomes—
meaning, if they qualify for express path or they're going through
traditional underwriting

¢ Clientreceives a 2nd email: If the client did not qualify for express path, then
they need to sign the application via DocuSign
Tips:
e Clients will authenticate with the last four digits of SSN
e Clients must sign the application within 7 days from receipt of the
DocuSign email.

Watch point: Coach clients about this 29 email; otherwise, they may miss
it and close out of the platform thinking that they submitted the
application and do not need to do anything else

WHAT'S DIFFERENT?
e In this process, the client submits and signs the application without needing to
create an account on Coverpath

The following steps are summarized. These are essentially the same as in the Client-Submitted Exam
Needed process above, except that the client creates an account at the end of this process.

7. Examis scheduled
8. Underwriter: Reviews and makes a decision
9. Advisors: edit the offer for all adult cases before sending to the client, if desired

Juvenile Policies: For juvenile policies the Edit Offer feature is not available. Contact
MassMutual Digital Customer Care since these changes may need further underwriting
review.

10. Advisor signs the application before sending the offer to the client
11. Owner receives an email and reviews the offer by selecting the Review Offer button
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What's Different:
e Owner: selects Continue to Create Account (if he/she does not have an existing
massmutual.com account)

12. Owner: selects Continue to Signature and e-signs via DocuSign
13. If signed, money is drafted, and the policy is issued.

—

Advisor-Submitted Process: Express Path

Tip: For a visual of the two client-submitted process “paths” and a high-level description/tips of
what happens in each step, refer to the: Submitting Coverpath Business Submission - Workflow
Companion Guide

Advisor-Submitted Express Path Process:

1. After the algorithm runs, the Advisor receives the offer
2. Advisor can edif the offer up to the maximum threshold approved for adult cases, if desired

Tip: For edits to Juvenile Cases, contact MassMutual Digital Customer Care

3. Advisor sends the offer to the client
e Watch Point! This is the client’s last chance to enroll in DDB, before they sign the application
and accept the offer

Congratulations!
You qualify for our express path process.
Your final price is $4,999.99/year.

With express path, you get the same pricing without the need for a medical exam.
Your final price is based on your application answers and the data we collect.

eSign your documents to start your coverage right away.

*Please note that your coverage will only begin if payment is received.

Accept Offer

4. Client signs the application and accepts the offer
5. Advisor signs the application

Watch Point! The advisor must sign the application at the end of the process for Coverpath
express path cases

6. The policy is inforce
Tip: Commission Close Consideration:
e For fluidless underwriting cases, Advisors must sign applications by commission close to
make the close
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Viewing Pending Business & Case Status

The Case Center enables you to track cases and view policy information in a variety of ways.

To View Case Status & Sub-Status:

1. Search for the case in the Case Center.

‘ Cases

‘ : Sam Sample

ausd 4 Sally Sample

Chris Sampls W InForce

Producer

Fran Sample

Alics Sample

Tip: For more information on this topic, refer to the following sections of this guide and video:

o Viewing Policy Information & Case Status Using the Case Center
o Managing Cases Using Filters, Downloading & Following/Unfollowing Cases
o MassMutual's Digital Platform - Coverpath: Managing Cases: Pending Business Video

2. Select the policy to display case information.

e The case Status and Sub-status update as cases moves through the issue process and provides
next steps information.
o Coverpath statuses do not integrate with other MassMutual systems (e.g., Insurance

Workbench)
+~MassMutual
Coverpath
D it e I R @
TLIC Offer: Ultra-Preferred (Non— Client acceptance needed by at am
Smoker)
Next steps: The client declines or accepts (and pays for) TUIC ang then signs within Coverpath,

@ srruicaTion « oo Q INITIAL DECISION « » o O SIGNATURE EXAM UNDERWRITING OFFER ISSUANCE
Vinat harzens during sach stage? I

« The Progress Bar indicates where native policies are in the process.
Tip: Select the What happens during each stage? Link to learn more about each stage.

o The policy information screen includes sets of “cards” (boxes) that organize policy information.
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. MassMutual

Sam Sample | 555555555 2

InForce

Palicy Insiired

$2.000,000 | Convertible Term 10 Sam Sample

Premium: 5152.60(manth pod MM 551

Dwnar

Sam Sample

123 Main 5t.
Springfield, MA 01111
& 3zample@abc.com
p1: 555-555-5555

Palicy Details

Benefeiones

Priswiry

Sally Sample

Producers & Coemmitmions

Tips: Be sure to scroll down to view additional “cards.” For example:

o Once an exam has been ordered, the Exam Card appear and displays the date
and time for scheduled and ordered exams as well as the exam order number.
o Selecting the Information icon (?) displays vendor phone numbers

Exam

Exam scheduled Scheduled for 2/7 at 2:30pm 2/112021

Exam ordered Order submitted by 2112021

APPS order number: APPDSC

o Once underwriting has started, the Underwriting card appears and displays details
such as the dates and times in which policy entered the underwriting queue,
if/when the underwriter sent follow up questions to the client and when a final
decision is confirmed by the underwriter.

How to Manage Notifications:
e In certain situations, an email is sent to the client, with the advisor and case followers blind
copied. Refer to Email Nofifications Sent to Advisors and Proxies in the Help Center for more
details.
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Scheduling an Exam - Using Coverpath’s Tool

This section provides and overview of how to use Coverpath's Schedule Exam Tool.
e Tip: However, you can schedule the exam yourself or you can have the vendor reach out to
the client and schedule the exam. For details and considerations on all of these options, refer
fo this section of this guide.

For applications that do not qualify for fluidless underwriting, Schedule Exam Tool enables you to
quickly schedule the exam.
e You select which paramedical exam vendor to use—ExamOne or APPS
e ExamOne is the default in the platform; however, you can update the default vendor in
Coverpath’s Account Settings

. Your preferred exam vendor is ExamOne. Visit settings if you'd like to change it to APPS. x
N
(S 2%
® & &
Quote or Apply Email Link Copy Link

e Labs are automatically uploaded and sent to the underwriter—saving time and speeding
up the process

Tips:
e You determine if you want ExamOne or APPS to be the preferred exam vendor in
your Coverpath Account Settings

e [f you schedule exams yourself, rather than using the Schedule Exam Tool on the
platform, you must call MassMutual Digital Customer Care to cancel the exam
ordered

e [fyou delay in scheduling the exam, the exam vendors will reach out directly to
the client within 4 — 48 hours after the order is received

e [fyou don’t want the vendor contacting the client, schedule the exam as soon
as you know it's needed.

You can expect exam results within 5 to 7 business days.

e You will not have access to the Schedule Exam Tool once the appointment has
been confirmed.

» [f a change to appointment date/time is needed, contact the vendor
directly.

e Refer to the Underwriting Requirements section on the Help Center for more details
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To Schedule an Exam Using Coverpath’s Schedule Exam Tool:

1. The Advisor and any case followers receive an email with a link fo the Schedule Exam Tool.

Your client needs a medical exam — schedule it through Coverpath

MassMutual Coverpath <no-reply@coverpath.com>
++MassMutual
Coverpath

Hi
noeds a medical exam

Please log in to Coverpalh to schedule their exam as soon as possible. Otherwise, APPS wil
reach out 1o within 48 hours to schedule the exam

Thanks,
The Coverpath team

Don't order the exam outside of Coverpath.
Scheduling through Coverpath leads to faster underwriting because it ensures that the exam

‘order is automatically connected to the case.

2. Inthe exam scheduler, select Schedule Online from the drop-down list.

Mo_ssMutuol

Client Signed App
T tad b Mima ——um.a.z.m- d-«r @

$500K / Convertible Term 20

Estimated Premium: $67.00/mo

3. Confirm or change the location using either of the tabs labeled “Insureds Location” or “Find a
Lab™.

e Select an office, date, and time—and you're locking it in, it's not a request for approval

Schedule Exam

Don't order the exam outside of Coverpath.
f you don't see a time that works, go to Schedule by Phone to submit the exam order.

Insured’s Location

201 Main St.
Norwich, MA 01342

nge eddress

Available times

o

T

Feb
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4. Select a day and fime over the next two weeks that best suits the client’s needs.
Tips:
e This tool does not show all availability—just some availability of exam date/time options

e Contacting the office directly will likely provide more dates and times (but will require
you to manually submit lab slips to MassMutual Digital Customer Care)

e When scheduling, you're locking in a date and fime, this is not a request for approval

5. Once your date, time and location are selected, you will see the confirmation screen.

Tip: The exam appointment appears in the Coverpath Case Center

Schedule Exam
Appointment confirmed
Tuesday, February 13" at 2:30pm

123 Main Street
Norwich, MA 01342

We emailed an appointment confirmation to the insured.
Need to change something? Call APPS at 1-800-555-5555

6. A confirmation email is sent to both you and your client with date, time, and location.

Tip: You will receive updates via the Case Center (e.g., exam completion, results sent to
the MassMutual underwriting tfeam)
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Advisor: Editing an Offer

At times, advisors have the option to edit an offer prior to sending it to the client—for example, if a
case is approved better than applied, you can see how that new rate class impacts pricing on
various products and face amounts, up to the maximum approved amount. Then advisors can
discuss with clients what they've been underwritten for and together they can come up with the best
package based on the client’s needs. This section details the steps to complete edit an offer, if
desired.

€ Key Consideration: Juvenile Policies:

e Forjuvenile policies, if you need to edit the offer contact MassMutual Digital
Customer Care since these changes may need further underwriting review.

The Edit Offer feature is not available for juvenile

To Edit an Offer:
1. Go to the Case Center.
2. Select the client’s policy. The Case Details screen appears.

Jin St L ez

Exproz: Path Offer: Uitro-Preferred Saral te clant bry 318 2t 12 0pm

{MNoni-Srmcker)
Apphcation Insired
$250,000 | Convertible Term 10 John Smith
Premium: 5127.50/year OB 2021581

E==3)

3. Select the Edit Offer button. The Edit Offer screen appears.

4. Modify the options as desired.
Tip:
e Keep the face amount less than or equal to the maximum amount qualified for during
underwriting, otherwise you'’ll receive an error message
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Convertible Term 10

Edit Offer

shn Smith: Approved up to $750K

Prasmivm

camc

5. When you're satisfied with the offer, select the Save button. The Case Details page appears.

Tips:

e Hover over the (original) link to display the original approved offer
e The bold textin the Application card is the current offer that will be sent to the client

- SEND OFFER @
Jim Swarthow 402011573 . —
INEAL BLEpEL UL LIS WIS 11 SIS, SIS SSHU 1L A YU SIS IS | IVIG IS MU I L EHS LS VIS W VS S SuLinaiany.
° APPLICATION « o » ° INITIAL DECISION » o » ° SIGNATURE » o » ° EXAM o o o UNDERWRITING O OFFER ISSUANCE
What happens during each stage?
Back Following Updated: Mar 24
Application Insured
$200,000 | Whole Life 65 Jim V Swarthow
Premium: $5,800.00/year revised 3/24/2022 fgﬁa} DOB: 1/1/1980
You revised this policy. The
client originally applied for:
$1,500,000 Whole Life 100 + Owner
waiver
k Application Details J
- > 4

6. Select the Send Offer button.
7. Client: Receives email with a Review Offer button.

CPATH117rg1_41 4/22/22
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& MassMutual
Coverpath

Hi James,

Congratulations! Your application for life insurance has been approved with the
following details

Policies: MassMutual Whole Life and Convertible Term Policies
Insured: James V Mahoney

Payment: $§570.12 per month

Waiver of Premium: $14.62 (included in above payment)

Type: $300,000, Whole Life 100

Rate class: Standard (Non-Smoker)

Type: $1,000,000, 15 Year Term Policy

What To Do Now
To accept the above offer for insurance please

1. Click the "Review Offer” button below

2. Log into your account, and

3. Click the yellow button on the screen that wiill say “Proceed to
Payment” or “Sign and Accept™.

Until you accept this offer and your first payment is received, you will not have
coverage. You have until 07/21/2021 to accept this offer for insurance. After that
this offer for coverage will expire and your application will have to be
resubmitted.

REVIEW OFFER

*Please note the day of the month you accept the offer will be the date we draft
premiums going forward. If you accept the offer after 07/02/2021 your Policy
Date will be set to 07/02/2021 because dating your policy any later would
increase your issue age and the price you would pay. Your policy effective date
is the date from which your policy begins

8. Client: will be prompted to either:
e (If using the Client Submitted process) Log into his/her Coverpath account, sign and
accept the offer
e (If using the Advisor Submitted process) Create an account, sign, and accept the offer

Tips:
The offer will automatically be sent to the client in 14 days if no action is taken.
e [If you do not wish to send the offer in that time frame, you can select the Hold Offer
button which will give you 30 days from approval to send the offer.
e [f the policyowner is different than the insured, the insured will receive an email to sign
the insurability statement after the policy owner accepts and signs.
e The client has 30 days from the date the email was sent to accept.

9. Once the offeris accepted, the policy is issued and delivered digitally in their Coverpath
account.
Tip: The advisor will also receive a digital copy of the policy in the Case Center within 5
business days.
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Client: Accepting the Offer

Client-Submitted Process: Accepting the Offer
This section summarizes the steps that clients complete to accept an offer.

Once the Advisor sends the offer to the client, the client receives an email summarizing the offer. This
email includes a link to the client’s Coverpath account where they will accept the offer.

1. Client receives an email from the Advisor with a subject line of: Action Required: [Insured
Name] application approved.
TIP: Clients can access the offer at any time via the Coverpath Client Case Center to
view and accept the offer.

+ Rate class

What To Do Now

2. Client selects the Accept Offer link (or they can login to their massmutual.com account)
3. Client selects anywhere on the case.

s+ MassMutual

Coverpath

Pending (1)

James Murphy

4. Client selects the Accept Offer button.
Tip:
e The Accept Offer button launches DocuSign (in Coverpath) where the client will:
e Accepf the offer
e Sign an insurability statement, if it’s needed
e Andsign any amendments such as:
e Changes to the face amount

For Training Use Only. Not for Use with the General Public.
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e Riders added or dropped
e Or changes to a whole life illustration
e [f the owneris not the insured, they receive a request to e-sign as well

Your policy is ready to go.
Your final price is $1,766.62/month.

You have until 4/4/2021 to accept your offer.

Once you accept, we will draft your premium from the bank you provided to start

your coverage.

Accept Offer

5. If clients already entered banking information, they will skip this step. Otherwise, they will be
prompted to enter it here.

Porrm ety

$1.54€0.000
$5,580.00/yr
Watch Point!
This is the client’s last
chance to enroll in DDB.
e ety Once the policy is
inforce, this cannot be
changed.

6. Client reviews the required documents and select the Sign and Accept Offer button.

Sign your policy documents

Watch Point!

If the policyowner is
different than the
insured, the insured will
receive an email fo sign
the insurability statement
after you accept and
sign.

~~»MassMutual

The brmir st P d b Wt b whereed by bweein e Be Gy
- Woris Compeny (Masslhateal '/ “ure Sreer Sgrrgfed Massactmeny §10 11 00K

N e

PSS
C M Ut maurance Company

[ —— — T Kool Baiad Xty

James Murphy 400001445 2/19/2021
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7. The policy is inforce and clients can access the policy package from their account.

Tips:

CPATH117rg1_41

As soon as they sign, the policy is issued digitally
The policy is electronically delivered to the client’s
account (usually in a matter of seconds)
The Free Look period starts immediately
Advisors have the full policy packet available
electronically

o The application

o The final as-sold illustration

o And a copy of the policy
Advisors do not have the burden of printing and
delivering a policy to the client; however, they can if
it's an important part of their sales process

Congratulations, you're covered!

Your Policies

$1,200,000 Whole Life 100

Policy Information Policy Links

Insured

Policy Details
Status
Effective Date

Death Benefit

Watch Point!

If the client does
nothing—meaning they
do not accept the offer
within 30 days, then the
offer is automatically
cancelled

If this happens, the status
of the policy in the Case
Center will be:
Cancelled
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Advisor-Submitted Process: Client - Accepting the Offer

Once the Advisor sends the offer to the client, the client receives an email summarizing the offer. This
email includes a link where the client will be prompted to create an account and where they will
accept the offer.

1. Clients receives an email about the offer.

s»MassMutual

Hi Sam, congratulations! Your
application is approved.

Your application for kife insurance has been approved with the

following details

Owner: Sam Johnson

Insured Melissa Johnson

Payment: $1258.00/year

Policy Number 430221000

Face Amount $500,000 | Whole Life 100

Your coverage will go into effect once your first payment is
received. You have until 12/08/2021 to accept the insurance before

the offer expires.

2. Client selects the Review Offer button

3. Client selects the Continue to Create Account link and creates an account (if they don't
already have an existing massmutual.com account)

Hi, Som

Pleyse review your offer below and create your Coverpath accourt to accept the offer

Melissa Johnson $500,000

MassMutuol

$1,258.00 /yeor

Create your Coverpath account

Visualize your Whole Life policy s vohse over time Vour pemsnerd must iniode the folodiny

$199,713 : 6 oL Sam A

Alrnady have an account” Log in  Help

= 4

4. Client selects the Continue to Signature and e-signs via DocuSign
Tips:
e DocusSign launches in Coverpath) where the client will:
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e Accept the offer
e Sign an insurability statement, if it's needed
e Andsign any amendments such as:
e Changes to the face amount
e Riders added or dropped
e Or changes to a whole life illustration
e If the owneris not the insured, they receive a request fo e-sign as well

Your policy is ready to go. Your final price is
$1,258.00/year.

) Whole Life 100

jrmation Application Links

5. If clients already entered banking information, they will skip this step. Otherwise, they will be
prompted to enter it here.

L ]

$1.540000
$5.500.00/pr
Watch Point!
This is the client’s last
chance to enroll in DDB.
- Once the policy is
inforce, this cannoft be
changed.

6. Client reviews the required documents and select the Sign and Accept Offer button.
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Sign your policy documents

IGH AND ACCERT OFFER

~MassMutual

The e et fad petve w8 e cwlhrred b berein oe e Compery

Wi

129 Same Sreer Sgrrgfed Massachusenty 17110000

Comgany

N

C M U rawrance Company

Fovaamt basmt

James Murphy

[ SN VN

400001445 2/19/2021

Thoek Batad

Watch Point!

If the policyowner is
different than the
insured, the insured will
receive an email to sign
the insurability statement
after you accept and
sign.

7. The policy is inforce and clients can access the policy package from their account.

Tips:

CPATH117rg1_41

As soon as they sign, the policy is issued digitally
The policy is electronically delivered to the client’s
account (usually in a matter of seconds)
The Free Look period starts immediately
Advisors have the full policy packet available
electronically

o The application

o The final as-sold illustration

o And a copy of the policy
Advisors do not have the burden of printing and
delivering a policy to the client; however, they can if
it's an important part of their sales process

Congratulations, you're covered!

Your Policies

$1,200,000 Whole Life 100

Policy Information Policy Links

Insured

Policy Details
Status
Effective Date

Death Benefit

Watch Point!

If the client does
nothing—meaning they
do not accept the offer
within 30 days, then the
offer is automatically
cancelled

If this happens, the status
of the policy in the Case
Center will be:
Cancelled
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Viewing & Managing Inforce Business

Searching for Inforce Policies

As a best practice, to view inforce policy details, it's recommended that you always start by
searching for the policy in ServiceNet 2.0.

Why? Because ServiceNet 2.0 automatically routes you to where the information is stored for
individual policies. And for Term Life migrated policies, you can print inforce policy information right
from here.

Tips:

o ServiceNet 2.0:
o Provides holistic search experience which automatically routes you to where the
information is stored for individual policies.
o Enables you to print inforce policy information for policies supported in the system.
o Print full policy for migrated policies.
e Policy Detail Reports are not available on Coverpath.
e For more information on this topic, refer to the following:
o MassMutual's Digital Platform - Managing Cases: Inforce Business video
o MassMutual's Coverpath Case Center vs. ServiceNet reference sheet

To Search for Inforce Policies:

1. Go to Advisor360°
2. Select the Popular Applications & Links widget on the Dashboard.

3. Select ServiceNet 2.0

Last Name > Enter Search Criteria

4. Search for the desired policy
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123456789  (Life)

POLICY OWNER(S)

Sam Sample

View Details

Insured Name Sam Sample

Product Name Vantage Term - 20

Servicing Agent Alice Advisor |' ﬂ&"ﬂgﬂtﬂ to ":ﬂ“l‘fplﬂ\..
Face Amount $1,750,000.00

By the end of November, many Term Life insurance policies will have transitioned to a new administrative platform. As a result, ServiceNet will not display
certain information, such as beneficiary details, for these transitioned policies at this time. In addition, the Service History and Documents sections will
only include information generated before the transition. ServiceNet also will not support onlingftransactions, such as Address and Billing Frequency
changes, for the transitioned policies. If you need any additional information, navigate to Coverpath.

Tips:

e For Coverpath migrated policies, ServiceNet 2.0 displays this disclaimer and guides you to
Coverpath, to view more policy details by selecting this link.

e For policies originally created in Coverpath, you're automatically routed to Coverpath,
and this screen does not appear.

Viewing Inforce Policies on Coverpath

Once you make the jump from ServiceNet 2.0 to Coverpath, the selected inforce policy information

appears.

Sam Sample ' 44444444

» e

B

Podecy resot

Sam Sample

$2.000,000 | Corvertitie Term 10
L R B we 1111199

— Pyt e

Camer

Sam Sample
123 Man St
Springfield, MA 01111
¢ ssampleQabe com

pnY ELC CLC cLLE
(B e dotn W1 9000299

iy -

e

fve bt -t b

i o

o Soaettuts
Saly Sample

Prodces b Comvasons
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Feature Description
A Policy Typically:
Number . . . o
o Native Coverpath policies start with “4” and are ? digits
e Migrated policies don't start with “4” and have 8 digits
B Status & Displays real-fime status of the case of a native Coverpath case.
Progress o
Bar Cases where steps are grayed out (e.g., require signatures, exams or
underwriting) are express path (fluidless case) approved with an algorithmic
offer.
The progress bar does not appear for migrated policies, because the policy is
already inforce.
C Policy Displays details about the insured, owner, and beneficiaries.
Info
About 10% of migrated policies will not display beneficiary data. If that
information is needed, email _or call 866-957-5347.
Not Payment | Shows the premium mode, payment method and upcoming draft date.
Shown | Section
Above Payment
Premium { $7.559.25/year
MNext payment due date
Payment method
€ Key Considerations: There are two payment methods:
e ACH (AutoPay) - This is EFT where the payment is drafted
automatically.
o Thisis the default
e ACH - (Digital Direct Billing) Client pays digitally but they push the
payments
o This option must be selected prior to policy issue
e Check - (migrated policies only)
Not Cash Hover over the cash surrender value to view more details.
Shown | Surrender
Above | Value i
hval pal
Unearned premiurr 1.846.21
Cash surrender value §5,176.40
D Download | Use to pull the original policy/application for cases originated in Coverpath.
Policy
Packet
For Training Use Only. Not for Use with the General Public.
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Feature Description
Tip: This link is not available for migrated policies. Go to ServiceNet 2.0
fo view policy packets for migrated policies or contact MassMutual
Digital Customer Care.
D Download | Use fo pull the original sales illustration for cases originated in Coverpath.
lllustration
Tip: This link is not available for migrated policies. Go to ServiceNet 2.0
fo view policy packets for migrated policies or contact MassMutual
Digital Customer Care.
D Download | Whole Life:
Inforce . . . . .
Mustration | ® You can only run as-is inforce illustrations in Coverpath at this time. For

CPATH117rg1_41 4/22/22

example, you won't have options to change premium face amounts or
add/remove riders.
e |t does display:
o The amount of premium that still needs to be paid
o The current cash value
o The projections based on the current dividend rate

Term Life:

Inforce lllustration

@ Current Face Amount

DOWNLOAD CANCEL

e Ability to run inforce illustrations on the:
o Current face amount
o Reduced face amount
o Partial Conversion

o Tip: For any other inforce illustration needs, contact MassMutual
Digital Customer Care
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Viewing Coverpath Inforce Policies in Advisor360°

Advisor360° enables you to view Coverpath pending policies in the following ways:

Location Description

Advisor360° Select the Pending policies tab, then select the type of product (e.g., Life)
Dashboard >
Application Submitted - the status of pending Coverpath policies
Insurance & e The statuses in Advisor360° are more generic than the statuses appearing in
Protection Coverpath
Products Widget | ¢ This status appears until the policy is approved
e Once approved, the policy moves to the Inforce Policies tab.
o This status is sent over from Coverpath and is more generic than the
statuses you will see in Coverpath.
o It willremain in this status until it is approved, at which time it moves to the
Inforce Policies tab. If the policy is cancelled or withdrawn, it will drop off
the Pending Policies tab.

Insurance & Protection Products

Filter by Advisor ID v

Inforce Policies (20) Pending Policies (5)

All Policies

B i 5
Total All Policies 5
Recently Updated Policies
PO
NSURED CONTRACT TYPE STATUS
@) TRM applicationSubmitted
) WL applicationSubmitted
+) TRM applicationSubmitted
) WL applicationSubmitted
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CPATH117rg1_41 4/22/22 Page 55 of 72



Location Description

Practice360° Select the link to view policies in Practice360°
Policies

Practice360**

Insurance
Prcieedsys Cuup [Nl PalosConracs v Y S2v20 Coumn view PoleyConrzae Dt v | o) |d
§ Moo Fans © Remeely 2501 Cpa

A1 Number 2z - o ownze Froduct Wse Face Amcure |8 Foley 3uoss Sws0ote  dudeniaed Oyee
CASTomEC™ Tom L Isurance M0N0 dpENneSnToY

e [Ty R I e Y

CAGTn

TR

R Whcks Lfs nssance 000000 ppkcsrGubmied oz

Client360° Selecting a policy number link in Practice360° displays the Insurance tab for the

household and policy information.

e Selecting the wrench icon takes you back to Coverpath and displays the policy
information.

(Hasenchs Narm [Go |
IENT a
CLIE 360 GET A QUOTE EII 1T syl t ockee
ozt w3 Q@ @ 0 0 8
ATHEOARD PoRTFOLO TRAONG WaRANCE oocuvenTs contacts FLANMNG  ADHISTRATION
Insurance As of Casauiaozz

= All Policies A ontrocts:
PoliclesiContacts: | M Folamsonoct: v

Term Life Insurance

BASICS PREMIUM
000.00 o Data Avallabl
CASTermECP

Massachusetts Mutual Life insuran....

PREMIUM

00,00 No Data Availabl
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Submitting Changes to Inforce Policies
Once a policy is inforce, the client or you may need to make changes to the policy information.
Depending on the change, refer to Coverpath Help Center for more details.

The following table highlights € Key Considerations for common types of inforce policy changes.

Type of Change Key Considerations

Owner or Even after changes to owner and insured are processed, they will not display in the
Insured Case Center. All other fields are updated in real fime.

Information

Premium To process changes to premium payment information for Coverpath inforce
Payment policies, submit the PAPP form. This is different from the EZ-app PAC form.
Information

Go to: Coverpath Help > Forms > Pre-authorized Payment Plan form.

Face Amount When changing a face amount through reissue, the face amount, as represented
Changes Due to | in the Account Center (for clients) and in the Case Center (for Advisors and firm
Reissue staff) will not update.

e The advisor will need to click into the policy packet to see the new reflected
face amount.

€ Key Consideration:

e Client Wants to Skip Premium Payment

o Once premiums payments are set up on the digital platform for inforce policies, the
client does not have the option to skip premium payments. It's not an option in the
system and is therefore not allowed for the first and/or subsequent premium
payments.

o If the premium payment fails, a notification is automatically sent to the client and
the advisor is cc: ed on the communication.

o If aclient needs to skip a premium payment, the only option is to cancel the policy.
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Converting Coverpath Term Policies

Coverpath term life insurance policies have conversion periods, depending on the product and age
of the client, and can be converted within one day of issuance.

Depending on the product and eligibility requirements for the type of policy that you're converting
to, you may need to submit the conversion in Coverpath or EZ-app.

The following information applies to any policies that you can view on Coverpath.

Note: NY & PR migrated policies must be converted through EZ-App.

For more guidance regarding term conversions and which platform (EZ-app or Coverpath) to use
based on policy location and type of changes, refer to the Term Conversions page on FieldNet.

Starting a Conversion of a Term Policy in Coverpath

1. Select the Cases tab to navigate to the Case Center.
2. Select the Issued case status filter on the left to display all inforce policies.
3. Select the desired inforce policy. The policy information appears.

Tip: If the case is eligible for conversion, the Convert to Whole Life button appears.

Policy

$2,000,000 | Convertible Term 20

Premium: $276.23/month

Mext Payment Date: 9%/ 2021

CONVERT TO WHOLE LIFE

Watch Point:

Once clicked, you
may receive an error
message if the age of
the existing policy does
not meet Coverpath
requirements.

Use EZ-app »

Because this policy was sold before 2007, this conversion

must be submitted on EZ-app.

CLOSE

4. Select the Convert to Whole Life button. A screen appears and displays guidance on which
platform to use. Tip: Green checks indicate if the conversion is available through Coverpath.

Convert to whole life

Moy comvarsams (0n b smiied oive atten  overpe

Aiviate e St et ea et e

e it B el Tt 00 (] g SOy s e S s gt Sew

5. If the conversion is available online, select Continue.
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Completing the Eligibility Check

1. The Eligibility Check on the next screen validates that the conversion can be completed in
Coverpath.

Quote a conversion

Kevin Demo | Ultra-Preferred (Non-Smoker

Eligibility Check

Are you daing any of the following?

« Converting to base and term nder (LISR, RTR or ALIR)

« Converting to a Variable Life (VL), Universal Life (UL), HECV, or Survivorship product
« increasing coverage or adding riders requiving evidence of insurability

« Generating underwriting requirements (e.g. risk/rate class changes)

« Replacing or exchanging 2 policy in connection with a conversion

e [If the answer to any of the Eligibility Check questions is Yes, you will receive a note telling
you to complete the application in EZ-App. At that point, you would select the Exit button.

o

- This conwersion muit be submitted on E2-app.

Emt

e [If the answeris No, you will be able to continue; and will be asked additional questions.

2. Owner change: If you answer Yes, you are changing the policy owner, a message will pop up
guiding you to change the owner on the converting policy.

Eligibility Check Walch Poinf!
arc oinr!

Are you doing any of the following? While you can confinue,
« Converting to base snd term rider (LISR, RTR or ALIR) remember yOU COnnOf
« Converting to a Varisble Life (VL), Universal Life (UL), HECV, or Survivorship product Ch Gnge The owner Iﬂ
« Increasing coverage or adding riders requiring evidence of insurability .
« Generating underwriting requirements (e.g. risk/rate class changes) CO\/erpCITh dU”ng The
« Replacing or exchanging a policy in connection with a conversion ConverSIon'

@n

Are you changing the owner?

@ v

. Owner changes must be completed on the converting policy before submission or after issvance of the new policy.
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If you select No, the Basics section appears.

Are you changing the owner?

@~

Basics

Are you converting to a new or existing policy?

Owner Address

Completing the Basics
Type of Policy:

Important: Converting fo an existing Coverpath policy does not follow the same automation process that
converting fo a new policy does.

1. Indicate the type of policy that you're converting to (i.e., New or Existing).

e Existing: Existing policy conversions are routed to the Specialty Services Team once the quote
section is completed and the form is sent. More information can be in this section.

Watch Point: If you fry to select Existing policy and the
client does not have an eligible whole life policy on the
Coverpath platform (WL 65 or WL100), you will see this

zing policy?
POpP-Up message.

¢ New: If you select New policy and it's a native policy (i.e., it was initiated in Coverpath), or the
client has a migrated policy and has previously claimed their account through
MassMutual.com, data for the Owner email address will be prepopulated and locked.
(Note the lock icon in image below.)

® News

OWNER §aa

» Watch Point!

The email address is the
case identifier. It is
critical that it is entered
correctly.

If the client has not previously established an online presence, the
Owner Email field will be empty and open (no lock); and you would
need to enter the owner’s email address in the field.
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2. Next, validate/complete any missing data in the Basics section.
This section will be prepopulated with the owner’s information. Verify and complete any missing
information under Owner Address.

Owner Address

3B Haggerty Hill Rd Line 2

ne copt ity CONTRACT STATL

o108 Boston Massachusetts

e TIP: If the address was prepopulated from the native term policy and you modify it, you
will receive a reminder the address change only applies to the whole life policy.

This address change will only apply to the new whole life policy.
To change the ovwner's address for the existing term policy, view the policy and click “Change
address”

e Watch Point: If the address modification impacts the eligibility, you will receive a
warning. For example, in the image below, the state was changed fo New York. So, the
red warning banner appears and an Exit button. This term conversion now needs to be
completed in EZ-app.

Owner Address

LImE ¢

3B Haggerty Hill Rd Line 2

ne coot cite CONTRACT STATE

02108 Bostan MNew York L

This address change will only apply to the new whole life policy.
To change the owner's address for the existing term policy. view the policy and click “Change
address”

.'I'his ion must be submitted on EZ-app.

C =
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Completing the Quote section

1. Enter the conversion information (e.g., face amount of how much you want to convert,
product, any dividend options and loan type).

2. Select any Riders and other options, if applicable.
Tip: Any riders not listed as options cannot be added through this process.

Quote

Converting to

Premium
FACE AMOUNT $1.318.05
$1.000.000 Whole Life 100
o

Pad- up Additsonm Vi able

Riders & other optioms

utomatic Premium Loan (APL)

3. The premiums dynamically update for the new policy and retained portion of the term policy.
Tip: If a conversion credit is available for a migrated policy, the initial premium required will be
displayed on the right, which includes the 10% credit.

4. View the Converting from section of the screen to verify the remaining plan for term coverage.

Converting from

Convertible Term 15/ 400032752
Y
Lo
% Face amount to retain Premium
$132.50
Twg misimuim s $100,000 Eo

Diecreesing by 537.50

Tip: Note any pop-up messages or banners that appear below the Converting from section.

The Coverpath platform continues to guide you with automated alerts in color-coded banners.
Here are some examples:

Warning: Face amount does not meet the minimum requirements
ﬂ This policy will be canceled because it falls below policy memimums.
Note: Within approved face amount; conversion does not require underwriting review

- Based on your selections, this conversion won 't require underwriter review.
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5. Select View Basic lllustration link fo view a traditional ledger.
Tip: As a best practice, it's recommended that you view and download the illustration and
save it for future reference. At this time, you cannot see the sales illustration initially generated
while the conversion is taking place.

6. Scroll down (below the Ready to Send and Cancel buttons) to view a dynamic illustration based
on the conversion parameters.

$282,007 $328,298

B n
$83,755

=]

$100,000
2

$70,328

7. Select the Ready to Send button.

Process for Existing Policy Conversion

1. If you selected Existing policy as the type of policy, when you click the Submit button, your
request is sent to the Digital Customer Care Team.

w

You will need to sign the required documents first.

>

Once you have signed, they will be sent to the client for signature.

i

When both parties have completed the signature requirements, the completed DocuSign
Acknowledgement is sent to Digital Customer Care to process the conversion.

o

Confirmation of the conversion will be sent to the advisor and the client upon completion.
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Preparing to Send to Client

Continuation of the process for New Policies

e A green banner noting your submission will appear.

¢ A new message window will open with an email template prepopulated with important

information.
e This information is also be shown in the platform window; so, you can copy and paste.

You submitted a request to convert this policy. x

The link to share this conversion
has been opened in your email

To: kevinperumal+demo@haventect

Subject: Your te

Watch Point: Be very careful when copying and pasting the client’s unique custom link!

1. Customize the email you will send to the policy owner. Using the new email that was generated
(or information shown in the platform), customize the email for your client and the situation.

- Tip: Feel free to change the
language in the email template.

Watch Point: Do not modify the
client’s unique custom link!

2. Once you send the email, you will see the in progress message at the top of the webpage.

~»MassMutual
Coverpath

KevinDemo 40003250 @

In Force Conversion to Whole Life in progress
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You will also see a status update further down on the page:

Conversion application sent to client

wEXt Step T'!n_-

*pts the conversion Dy providing their payment information and signng within the

$100,000 to Whole Life 100 $143.29/month

Watch Point: At this point in the process, you must contact Digital Customer Care and Advisor
Services at support@coverpath.com or 1-866-957-5347 if you need to cancel the conversion.

3. The status message

Client Next Steps

notes the next steps for the client.

To accept the conversion, the client must provide payment information and their signature.

When the client selects the link in the email, their Coverpath landing page opens.

They will see the following message:

Hi, Kevin

Your financial professional started your life insurance conversion application.

Kevin V Demo

$143.29 /month

Visualize your Whole Life policy s value over time

$100,000

1. The client should review the summary information on the landing page.
Tip: They also may view a basic illustration by selecting the View Basic lllustration link.

And they can scroll

$68,560

2. When they're ready, they select the Finish Now button.

CPATH117rg1_41 4/22/22

Visualize your Whole Life policy’s value over time

down to see a dynamic illustration.

$156,883

$38.229

$100,000

$46.413
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3. Then, they will be prompted to log into their MassMutual account.
Tip: If the client doesn’t have an account with us, they will be provided with instructions for
completing the registration process.

4. The policy owner will see information regarding the pending whole life policy.

Welcome, Kevin

Pending (1)

Kevin V Demo

Tip: To view active policies, the client can select the Active tab next fo the Pending tab.

5. To continue on and review detailed information about the pending policy, the client
should select the Review Application button.

6. A detailed view of the application will display.
Tip: There will be a side-by-side comparison of the active and pending policy (not shown in the
image below). The client should carefully review the information before continuing.

Your conversion application is ready.

Your Application

$100,000 Whole Life 100

Application Information

Intured

Payment Details

Premaum

7. Once ready, the client selects the Continue to payment button. s
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Client enters payment information

The Payment screen opens. The client enters their payment information. On the left, they see the
coverage amount, the coverage premium, and the monthly base premium.

Tip: For existing term policies, the policy owner may see a note display under the Monthly base
premium that alerts them of a refund. It will show a one-time, prorated refund for the amount that
the policy owner had paid on the term policy.

Enter Payment Information

Payment Method Note: The payment
methods are the
same for all native
Coverpath policies.

$100,000

$143.29/mo

Continue to sigrature

8. The client chooses the Account Type from a dropdown menu: Checking or Savings.

9. Then, they enter information to complete the Bank Name, Banking Number, and Account
Number fields.

10. Finally, they select the Continue to signature button.

Client completes signature documents

The client must then electronically sign four documents: The documents are specific to the

1. The Application for Simplified Conversion policy owner's residential state
2. Pre-Authorized Payment Plan (PPP) Form and populated with the policy
3. Electronic Signature and Delivery Consent information.

4. Basic lllustration
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Example: Client uses Sign button to sign documents and signature displays in appropriate field.

Sign your policy documents (1 of 4) o

oo MCISSMUtUOl Application for Simplified Conversion

e Kavin ¥ Demo e ANN2022

Use this Application fo convert existing Term producis niders 10, of 1o erercise insurability opioas on, & new oF
exrsting Whaole Life or Universal Life polcy. Compiete all sections for all cases

v v v

u"H.,f‘-}dmf‘)ﬂﬂatl(‘-r::::::f:::::::::::::::::::::::::!::::::.‘::C:
. T Kewn ¥V Demo

11983
ECCV‘-ME.'SIC]H”D!'T‘..‘2:::2:::2:::::2:::::::‘.:2::::‘.I:::::::.‘:I:‘.::: ’

L E O - > rma Test
P’(J.’Ff_‘::JSEOHL\(:!l:.‘..::::.’:l:l!::'.::.:::::Z!:ZZ:ZZ:!'.:Z.'.:::!:
¥ rwe W3 % ALL Of Dve Koty Qo B o v Agpic F yos arawar Tas 10 AN of Prese guwstion

Convernmn  PobcyRider Mumder  Type A::c—w!:;r-r'r: Balence Contineed  Basance Terminated _:l:;,.r:::_ﬁ“::,:);:;;l;;.Hm“‘ i D sl o i
402010532 Ll

The conversion cannot be processed until the client e-signs all conversion documents.

1. Once the signatures are complete, the client sees the following:

Your conversion is almost complete.

al g at

Your Application

$100.000 Whole Life 100

Application Information

muree

Payment Details

Preonesm
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Advisor Next Steps

Once the client signs, you will see a note on the client’s case page with the next steps.
You need to sign two of the forms:

1. The Applications for Simplified Conversion
2. Basic lllustration

1. Select the Sign button.

Conversion application signed by client

Next steps: You sign the conversion application. After that, the conversion will be complete SIGN

$100,000 to Whole Life 100 $143.29/month

2. You will be asked to review the documents.

Your eSignature is Required X

Kevin Demo
Kevin Demo
$100,000 Whole Life 100

) Agreements & Signatures : 122222zt asnssanssastar:
. ANY PERSON WO ONOWINCLY PRESENTS A FALSE STATEMENT iy AN APPLICATION FOR ISURANCE MAY BE GULTY OF A
Please review all documents below before selecting the eSig CRIMINAL OFFENSE AND SUIIECT TO PENALTIES UNGER STATE LAW

| T underigred "o wad e ACDRCHO0N G 3 ST I asees & Ty (S 10 Pe and S Pat Pese Salemerts and insmens
e P OGS 3G Corealy Tworied 10 e bet! of Ty oweage e Seled The sateTens 2 arseens £ Te DO S Te Dass
for any Pobcy amses Ty VSIS 37 "0 MOrTIcor 1000 ™ i te COreened 13 NEve Deer et 1 UBGMALEG et T8 130 T Te
Agphcgior | Perety piopt 8 Eamewty Mado r Pe okcptor i ayee © be bound by Tee

By my wgrate | Pw Eantag Poicy Owray woey P Eaning Assgree scurmeiedos ecegt of 3 Cogy o P AJohcHton and BARORSe
WAL D et ot P e3ateg e rearige (or S5aaree o e rma Wi L 7 Urearis | e covenage S W9 ubpe
oty ey o B ety Doy 8 Pl 1t s Pt Aopemter B P puriteg Py 4 sttgret o drioet el spe £
dopicaocr A wewn ot corfemator of the enstng Berefcaryies o ngpestel ¥ Pe Beceloary Change Feguer @ aof compietet Pe
Barwlcaryiei) o Pe sy poicy ad cary ove

Ste whew e Exvtng Pusicy Onmar & sgring e Apgieation WA

.o Application for Simplifie|

*&MassMutual P trsiosmpneyiun: Rt 2 Thas

Peap— ] Gaw ANV

Titie [¥ appucacie

Use this Application o convert existing Term products.riders 1o, of o exercise inssrabiity of

existing Whole Lifs or Universal Life policy. Compiete ail sections for aif cases. ' Sratue o Exatry Poicy Owrer 1

B} Insured Information ::sssssssssssssasessansassassss: i Daw
L Fulllopsl same Fest M Lant Sufs)  Kavin V Demo Ba [P gcacate
1 Outeoftrd jmmisiyyyys V1903

’ Tgraname o Fumteg dssgres (F apicaoe
3 i premum on e pasteg poicy Cumently bereg D By aamer of has | been appied 1o De pud by seee? | p— e

B3 Conversion from ::

Tom (T apecaciy
1 Exmtng Owrer 3 1 gl rame F Sfferend fom Psured)

’ Sorature of Sohotng PrOouN

T The Viareer of Prwmwr wdl be Cared Tver s ndcaet ohwrwss hey F sonkoate || Decorieus N

Pep— 3] Dex
1 L Pe e rmraeoy o sy opBon 1 858 (ot £ e tate Below T)ge Seec o
FD\"FI&'GUS@ON)’3:::::::::7:!:!!!!:::::1:::!!!:!!::!!:!:!:::!:::
¥ o snawer Mo 22 AL of B b HomL pou By ote Ty ¥ pos srtwer Fou i AN of these uasliont you maat
wie the Part 1 Lity dgpdcston matead of Iy form.
AR o,
s Crangeg Owrer P oo dssagree ) Wes e
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3. Scroll down the form and select the ESign All button.

| T
Protes sane  oa Temt Oume

oy aveerer 8o 17 ALL o P folioeng qurstoet rou Ay iae T Ropicaten ¥ you actee Ten 15 ANT o hese Quastions you meid

wae the Part 1 Lify Appi stmn
dow o
Crurgrg Qe Saye Auwgree 7 i LS
Corwerirg ¢ e et Term rawe 03 LIAR §TR o AL Yeu L
* Conwering Jolcers Jenec by MBSO Oariny F Jabed iy \1 L
Corvpring » poicy wexd tetay JOOT Yo L
= Coresrteg @ drate Lile (VL) of sufewrihe ot ik L
P mesng (Oweae o 350G flen edurng evde s o eaomtety s L.
¢ Gerwrslieg sxrerteg souretern (v ) ol e G Ctarges Yo L
+ Aaplanng of e=Thanpeg § JORCY T CIANSCET mi ) DS e L -
Ratarr they form 1 P some Ofce inng ik Te Prodecery Shitement asd signed Saws Busrason o Cemficaton fm
procwung
Unramn ety Wi | B s Dy embht! M S i Loyt b DV ped B et W ey g3 g LB
T B mmtin Prneet § i R 1}
pgm 0

Nl

S
Electronic Acceptance

equest and | attest that thote angwers are

4. Once you select the button, the conversion will begin; and you will see a green confirmation
banner at the top of the page.

Kevin Demo 000129

Segnature complete. This conversion will be completed withen a few moments  «
Conversion in Progress gy s Ty

Next steps-Customer support will reach out to the chent with a convernon form, collect client sigrature, and then they will Hsue the comversion to Whole Life

5. The conversion will take a few minutes to complete, as the data is processed.
Once done, you will see the inforce whole policy shown in the client’s case file.

KevinDemo :czoi0s3z @
In Force Free look endi 4/22 st 2-33pm
Next steps-MNo action needed
L]
Policy Insured
$100,000 [Whole Life 100 Kevin V Demo
Ultra Preferred DOB: 111933
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6. The client will be nofified on their MassMutual.com account home page that the conversion is
complete.

They will also receive an email:

Your term life conversion is complets L]
MassMutual <no-repdy B ooverpath.coms- o
1 me v
s MassMutual
Coverpsth

Hi Pauline, congratulations. Your
term life conversion is complete.

Your paymoent has beon received and your updated coverage is now
effective. Here are your new policy detaiis:

Whole Life 100 Term 20

Face amount $200,000 51,800,000
Promium §2.780.00 §1.253.00
Frequancy Yearty Yearly
Maxt paymant data 10iEaEs 12023

For assistance, Mazshutual Gustomer Support can be reachaed by
phann 8t 1-B66-618-7797 (M-F SAM le BEM EST) or by armail al
help@coverpath com.

paright & 21 crasmeita Nuatnia Ll I
Company, Sornglisid, MA 01111-0001. Nl Righs Resgrec.

“assMutal roders In Maszacr Lée i . This oail mossage und
ts atiachmenss are for S 5ol 3e of the andsd recipient or recpiants and may coman
contdunial Information. If you hun mecelved s amal in smer piuass noffy us ad doish Sis
rasiagh
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Processing a Reissue

Once a life insurance policy is inforce, a client may want to change something in the policy (e.g.,
face amount increases or decrease, product change, adding/removing riders, etfc.).

Changes requested within 90 day of policy issue are referred to as “reissues” which may include
changes such as: face amount increase or decrease, product change, and adding or removing

riders.

To Request a Reissue, refer to the table below.

Step | Description

1 Contact MassMutual Digital Customer Care and reference the policy number and the
change.

2 The advisor will receive a quote of the new premium.

3 The MassMutual Digital Customer Care team emails a Reissue form to the client for owner
signature.

Tip: The advisor is Bcc'd on the secure email to the client.
4 Once the form is received in good order and processed, a confirmation email is sent to

the advisor and the policy owner. The change will be retroactive to policy inception,
which means that the client may owe or be refunded premium depending on the
change.

Important Notes:

Certain changes may require further underwriting

Reissues do not impact persistency

A reissue will not create a new policy

Note: The advisor will need fo click info the policy packet to see the new reflected
face amount (it is not reflected in the case center)

e Anyimpacts to compensation will be in accordance with standard MassMutual
guidelines
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