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MassMutual: Coverpath Policy Migration

Enhancing the Digital Experience Reference Sheet

This reference sheet outlines the high-level changes that will occur as policies move to Coverpath
and will be helpful to advisors who are new to Coverpath. If you require greater detail about the
changes, please refer to the Coverpath Help Center Migrated Policies topic.

Admin Platform Migration Initiative

As part of a multi-year initiative to consolidate administrative systems, a number of MassMutual life
insurance policies are moving to Coverpath.

Accessing Self-service Functionality

As a best practice, use the ServiceNet 2.0 platform to access migrated inforce policy information

FieldNet Quick Tools
Quick Tools

Expand Al Collanse Al

Advisor3s 5
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Advisor360° Dashboard
Popular Applications & Links

© Advisor360°

Dashboard  Practice360”  Home Office

Note: The Client360° Insurance Tab will automatically route users to the Coverpath Advisor
Case Center if the policy was migrated to, or sold through, the Coverpath platform.
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MassMutual: Coverpath Policy Migration

Policy Details (for Term only)
Inforce policy information is read-only and readily available on ServiceNet 2.0 for the majority of
migrated term business.

Platform messaging will provide an overview of available information and a link to the Advisor
Case Center on Coverpath, when applicable.

~» ServiceNet Shane Danis

Face Amount $500,000.00

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 online transactions, such as Address and
Billing Frequency changes, for the transitioned policies. If you need any additional information, navigate to Coverpath.

yoeqpaag

BILLED PREMIUM s CONVERTIBILITY STATUS

$77.44 Not Convertible

Paid to Date 09/06/2021 Convertibility Exp. Date 12/06/2020
Frequency Monthly Term Expiration Date 12/06/2052

Printing (for Term only)

SeviceNet 2.0 print capabilities are available for the majority of migrated term policies and are
approved for advisor and client use.

& Print
| POLICY DETAILS Policy Details -
@
COVERAGE/RIDERS a
Product Name Van erm - 20 Issue Date 12/06/2010
PEOPLE ON POLICY
Product Line Life Insurance Anniversary Date Unavailable
BILLING/PAYMENTS Policy Num...2r 2113387 Maturity Date 12/06/2052
Status Active, Premium Paying Net Cash Value Not Applicable
SERVICE HISTORY
Face Amount $500,000.00 Surrender Value Not Applicable
DOCUMENTS
Est. Death Benefit $500,000.00 Convertibility Status Not Convertible
Convertibility Exp. Date 12/06/2020

Notel!

For Whole Life pilot policies only, advisors that go to ServiceNet will be routed to the Advisor Case
Center on Coverpath.
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MassMutual: Coverpath Policy Migration

Servicing Transactions

The self-service steps for the most common requests are summarized below.

Submit completed servicing forms via email to: supporfmm@massmufual.com

Service Request

e Direct bill payment options

e Address changes

e Email changes

¢ Name changes for an
owner, insured or payor

Update beneficiary

Billing frequency change

e Premium history
e Policy verification letter
e Service tracking history

Self-service Steps

Options include:

One time online payment (submit via massmutual.com)
Mail a paper check to:
o MassMutual Financial Group
o BOX 371368
o Pittsburgh, PA 15250-7368
Change to PAPP by completing the Pre-Authorized Payment
Plan (PAPP) form
Wire transfer to:
o Account Name: C.M. Life Insurance Company
o Account Number: 550384124
o Bank Routing Number: JPMorgan Chase
o Bank Name: 021000021
Update or sign-up for Home Banking (Bill Pay)
o Payee: MassMutual
o Account Number: 10<policy number>
Phone Payment (can be requested one time)
o Policyowner support 866.618.7797

Click here for procedures.

e Fither form can be used.

o MM Service Request Form (print only).
o F6070: Change Request Form (fillable).

e Click here for procedures.
e Beneficiary change forms include:
o Entity Owner & Beneficiary Change Request (print
only).
o Individual Owner & Beneficiary Change (print only).
o Beneficiary Change Request (print only).
e The owner will receive a confirmation letter once complete.

e Click here for PAPP procedures.
e MM (PAPP)Payment Plan Pre-Authorization Form (print only).

NOTE: For direct billing requests, contact Digital Customer Care.

e Contact Digital Customer Care.

Submit completed servicing forms via email to: supporfmm@massmutual.com
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mailto:supportmm@massmutual.com
massmutual.com
https://help.coverpath.com/hc/en-us/article_attachments/4412627653524/MM__PAPP__Payment_Plan_Pre_Authorization_Form.pdf
https://help.coverpath.com/hc/en-us/article_attachments/4412627653524/MM__PAPP__Payment_Plan_Pre_Authorization_Form.pdf
https://help.coverpath.com/hc/en-us/articles/360051058271-Changing-a-Client-s-Address-Post-Issue
https://help.coverpath.com/hc/en-us/article_attachments/360095087052/MM_Service_Request_Form.pdf
https://fieldnet.massmutual.com/fldnet/document/display.html?DOCURL=https://fieldnet.massmutual.com/public/life/pdfs/f6070.pdf&PAGEURL=Search%20Result%20Page&LINKTEXT=Change+Request+%28See+Note+Below%29&DOCGUID=829f32a5fe7c8210VgnVCM100000c06a06aaRCRD
https://help.coverpath.com/hc/en-us/articles/360050586752-Changing-a-Policy-Beneficiary-Post-Issue
https://help.coverpath.com/hc/en-us/article_attachments/4406194009748/Entity_Owner___Beneficiary_Change_Request.pdf
https://help.coverpath.com/hc/en-us/article_attachments/4406780313620/Individual_Owner___Beneficiary_Change.pdf
https://help.coverpath.com/hc/en-us/article_attachments/4407850708116/Beneficiary_Change_Request.pdf
https://help.coverpath.com/hc/en-us/articles/360043196871-Pre-Authorized-Payment-Plan-PAPP-Form
https://help.coverpath.com/hc/en-us/article_attachments/360095012331/MM__PAPP__Payment_Plan_Pre_Authorization_Form.pdf
mailto:supportmm@massmutual.com

MassMutual: Coverpath Policy Migration

Inforce lllustrations (for Term)

Coverpath ‘ Digital Customer Care

On-demand illustrations for other scenarios are
available upon request.

Basic illustrations, including face amount
decrease are available on Coverpath.

Inforce lllustrations (for Whole Life)

Coverpath ‘ Digital Customer Care

On-demand illustrations for other scenarios are
available upon request.

Inforce illustrations for current face amount are
available on Coverpath.

Advisor Changes and Reassignments

Advisors that have both issued and migrated policies on Coverpath will call Digital Customer Care for
assistance for all inquiries including policy commissions and advisor changes.

Self-help through FieldNet

Go to the Coverpath page on FieldNet to access additional resources and fraining.

MassMutual Coverpath: Sell Life Insurance Online

Stay current on Coverpath
All-new training available
Make the right moves... on the right platform.

(min. 00:57)

©@ © ©

Resources Client Training
eeeeeeeee
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MassMutual: Coverpath Policy Migration

Live Support

There is a dedicated service team for Coverpath policies. Contact Digital Customer Care and
Advisor Services for policy specific questions and issues.

Method Coverpath
Advisor e Phone - 866.957.5347, Monday-Friday from 8AM — 8PM ET
Support e Email:

o General inquires — support@coverpath.com

o Migrated policies — supportmm@massmutual.com
e In-platform chat; live support, not bots!

Hi Jeff, Welcome to Coverpath

What Coverpath offers
D your clients

Policyowner e Phone -866.618.7797, Monday-Friday from 8AM — 8PM ET
Support e Email - Help@coverpath.com

Additional Training Resources

e Biling Payment Options & Servicing

e MassMutual Coverpath Learning Path

e Coverpath Help Center: Migrated Policies
o Migrated Policies: Notifications, Policy Detail & Servicing
o Migrated Policies: Client Experience
o FAQs

For Training Use Only. Not for Use with the General Public.
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mailto:support@coverpath.com
mailto:supportmm@massmutual.com
mailto:Help@coverpath.com
https://www.brainshark.com/brainshark/viewer/presentation/497809590/4/attachment/16251180
https://gm1.geolearning.com/geonext/massmutual/displaywidgetpage.geo?id=7282
https://help.coverpath.com/hc/en-us/categories/4407351893780-Migrated-Policies
https://help.coverpath.com/hc/en-us/articles/4407351924500-Migrated-Policies-Notifications-Policy-Detail-Servicing
https://help.coverpath.com/hc/en-us/articles/4407344414484-Migrated-Policies-Client-Experience
https://urldefense.proofpoint.com/v2/url?u=https-3A__help.coverpath.com_hc_en-2Dus_articles_4407734511636&d=DwMFaQ&c=BX7Y4KpGhcDnIsrgHKqkbfoiiDvjhxwuYUpcrPD7xrE&r=rqjcVzZkX1bXwaifT1zSzPkTfTSIur2bZ1xv-3WtyWs&m=yEDGvGwDbXHu_8PVGP2n4azISjVawDrU793WG846Dc0&s=KA3dfgZfjxk-RnzOf0_EoY5XFWK0F2x4qzNAa_xfTRE&e=

