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The term “client” is used interchangeably for employer, policyholder, plan sponsor, insured, certi�cate holder, participant, or a prospect or other member of the public who wishes to do or 
is doing business with a Pan-American Life Insurance Group a�liate.

The term “producer” is used interchangeably for producer, sub-producer, broker, sub-broker or any other individual soliciting for or placing business with an a�liate of The Pan-American 
Life Insurance Group.  

The term “manager” is used interchangeably for a General Agent under a general agency agreement with Pan-American Life or for any individual with management responsibilities over 
a producer.  

The terms “Pan-American Life,” “Company,” “we,” “us,” or “our” used in this Guide refer to the Pan-American Life Insurance Group a�liate you represent.  Our companies do not give or hold 
themselves out to give: Legal advice; Tax advice; Investment advice; or Financial planning or Estate planning advice.

We are not responsible for such advice that an independent �rm or producer may give.  In giving any such advice – or holding himself or herself out as doing so – a producer is responsible 
for observing and complying with any applicable policies and procedures of his or her independent �rm in this regard and complying with any applicable legal, regulatory or professional 
quali�cations and requirements. Our companies neither endorse nor supervise such activity of any independent �rm or producer.

© Pan-American Life Insurance Group, 2013     All rights reserved. 
No parts of the contents of this document may be reproduced or transmitted in any form or by any means without the written permission of Pan-American Life Insurance Group.



INTRODUCTION

Statement of Ethic

Purpose

Keeping our clients’ trust is crucial. Ethical behavior protects our hard-earned long-term relation-
ships with clients, Pan-American Life Insurance Group’s reputation for high standards of market 
conduct and the integrity each of us strives to maintain. We all share the responsibility for adhering 
to the highest standards of business practice.

This guide is designed to help the Pan-American Life producers doing business with United States 
residents understand the Company’s position concerning ethical conduct expectations in today’s 
marketplace and ensure compliance with required rules and regulations. These rules apply to all 

these companies, your clients who reside in the United States, and the public. The penalties for 
failure to comply with the rules and regulations may include Pan-American Life or regulatory sanc-

with Pan-American Life. If you come across a situation not clearly addressed in this guide, consult

Exceptions will be reviewed on a case by case basis depending on applicable laws, facts and
circumstances.

In the sale of products and services, Pan-American Life has subscribed to the following
principles in the conduct of business:

The Company will conduct business according to high standards of honesty and fairness and 
render services to customers in a manner which it would demand for itself:

     • The Company will provide competent and customer-focused sales and service.

     • The Company will engage in competition with others in a fair manner.

     • The Company will provide advertising and sales materials that are clearly understood, honest
       and fair in content and timely in release.

     • The Company will provide fair and expeditious handling of customer complaints and disputes.

     • The Company will maintain a system of supervision that can reasonably be expected to achieve
       compliance with these principles.

     • The Company will assure that any violations of its standards will be dealt with appropriately and
       any person reporting any incidents of misconduct or violations of standards of behavior will be
       protected against retaliation.
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your Pan-American Life representative.



GENERAL BUSINESS PRACTICE
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Licensing and Appointments

Errors and Omissions Coverage

Insurance Licensing, Registration and Appointments

Producers must comply with a state’s licensing requirements and secure a Pan-American Life 
appointment where required prior to soliciting the sale of any insurance products in that state or 
with residents of that state. You must be appropriately licensed to solicit and sell the product in the 
state where the application is signed and in the state where the policy is issued. You cannot be com-
pensated for a sale that occurred when you were not properly licensed, even if you ful�ll the licens-
ing requirement after the sale.

The Violent Crime Control and Law Enforcement Act of 1994 prohibits a company from appointing 
any individual who has been convicted of any felony involving dishonesty or a breach of trust, with-
out the speci�c written consent of the appropriate insurance regulatory o�cials. Pan-American Life 
reserves the discretion to refuse to appoint candidates who have been involved with the criminal 
justice system in any way. Individuals convicted of felonies described in this paragraph may be 
appointed only with the prior approval of the Compliance Department and with the speci�c written 
consent of the applicable insurance regulatory o�cials. In addition, all appointed producers are 
required to report to the Compliance Department their conviction of any felony to ensure continued 
compliance with federal law.

Non-Licensed Support Sta�

Administrative or secretarial personnel who are not insurance licensed may not act upon client 
requests without speci�c instruction from the producer. An unlicensed administrative assistant may 
respond to a client’s procedural questions. An administrative assistant who does not have an insur-
ance license and appointment with Pan-American Life must never sign his/her own name or sign a 
producer’s name to solicitations regarding insurance; counsel or advise clients or otherwise act as an 
agent of the producer (or client). However, an unlicensed administrative assistant is permitted to 
sign his/her own name to strictly administrative servicing-type letters (e.g., “Enclosed are the bene�-
ciary change forms that you requested”).

Pan-American Life understands that, despite best e�orts and best practices, misunderstandings do 
occur and there are times when a customer may make a complaint against you or a demand upon 
you in the course of your activity as an insurance professional. In the worst case, you may be named 
in a lawsuit for alleged acts, errors or omissions in the conduct of your business.

The following policies, rules and regulations provide guidance in establishing and maintaining a mutually bene�cial 
relationship with Pan-American Life.
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Errors and Omissions Requirements

Internal Communications

Producer of Record Changes

Producers engaged in the sale of insurance products must maintain adequate errors and omissions 
coverage as part of their obligations under the producer agreement. We require proof that:

1 The alternative coverage is provided through an insurance carrier and is not a “self-insured” program;

2 The individual producer has coverage under the policy (rather than merely providing aggregate

3 The alternative policy provides coverage for the sale and servicing of life and health insurance

4 The coverage amount provided is at least $1 million per claim . If you do not currently have insurance

     producers can enroll.

The owner of a Pan-American Life product has the right to choose whoever they wish to handle their 
service needs. How Pan-American Life will handle the change depends upon the product being sold. 

producer of record letter and include in the email who the original producer was to your Regional 
Sales Manager or Account Executive. The new producer will need to be contracted with Pan-
American Life Insurance Company.

Group Insurance Products Sold through Pan-American Life

For business in force for less than twelve months, the original agent will continue to receive commis-
sions on the policy until the policy expiration/renewal date. If the existing business has been in force 
for more than twelve months, a change in the producer letter will entitle the new producer to receive 
commissions immediately after the notice has been received and approved by Pan-American Life.

In the insurance industry, communications with the public are highly regulated to ensure that clients 
are presented with fair and balanced information with which to make informed decisions. For this 
reason, producers must not distribute internal memoranda, training literature or material from 
outside sources unless it is clearly intended for public use and has been approved by Pan-American 
Life for use with the public.
In many cases, these types of material will contain language limiting their use to producers
for product knowledge and training purposes only. This material must not be given, shown,
or read to clients. It must not be copied or retyped in any form and then given to clients.



Marketing, Member Access, and Associations

Payments that could be construed as an unlawful inducement, rebate, bribe, or kickback are strictly 
prohibited and could cause serious harm to the Company’s reputation. Any agreement to make a 
payment for marketing services, member access, or any fees to an association made in exchange for 
marketing or access services (as opposed to general association dues or corporate sponsorships) 
must be approved by the Pan-American Life Compliance Department and, when required, (1) docu-
mented in an agreement prepared and approved by Pan-American Life’s Legal Department and (2) 
disclosed to a�ected customers. In general, payments to associations in exchange for marketing 
and/or endorsement of insurance products should not be tied to the volume of sales due to insur-
ance licensing laws.

Any marketing of products through an association or labor union must be approved by the Compli-
ance Department. Individuals who are not currently members of an association must join the asso-
ciation (and pay any association dues) separately from the enrollment in a Pan-American Life prod-
uct, and producers must fully disclose the breakdown of fees for association dues versus charges for 
a Pan-American Life product.

Producers working with government clients, such as a county health plan, should also be aware that 
local and federal laws generally prohibit or signi�cantly restrict a person from giving things of value 
to public o�cials or employees. Items of value include entertainment (tickets to sporting events, golf 
green fees, etc.), travel, lodging, transportation, meals, and other tokens of appreciation. Planned 
entertainment with public o�cials or employees should be discussed with Pan-American Life’s Com-
pliance Department in advance, to avoid a potentially embarrassing situation for the Company and 
for the public o�cial or employee.
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COMMUNICATIONS WITH CLIENTS

Sales Material and Advertising

Advertising Files

All communications with the public in print or electronic form (e.g., email), whether sales material, 
advertising, or servicing communications, must be maintained locally in an Advertising �le. Please 
note that advertisements must be pre-approved in writing by the Company.

Each state regulates the sale of insurance products. Some regulators have speci�c requirements 
relating to sales materials and advertising generated by producers and companies to sell these prod-
ucts. The Pan-American Life Compliance Department will determine whether or not your sales mate-
rial meets applicable requirements. Failure to submit materials to the Compliance Department for 
review and written approval prior to use with the public may result in disciplinary action.

Content

To help prevent buyer’s remorse or future complaints and to ensure a long-term client relationship, 
sales material should:

• Be accurate, complete and balanced;

• Not contain any misleading or untrue 
statement or any statement that exagger-
ates the facts or makes an unwarranted
statement or claim;

• Point out all relevant charges, limitations 
or exclusions as well as the features and 
bene�ts of our products;

• Be clearly understandable by someone 
who is not knowledgeable in insurance
terminology;

• Avoid references to potential or 
perceived legal or tax advantages, as laws 
may change over time;

• Accurately describe any charges, costs, 
co-payments, deductibles or other limita-
tions for products or services;

• Not imply or state that premium 
payments are “deposits,” “investments,” 
“savings,” or “contributions”;

• Not imply or state that premium payments are 
“deposits,” “investments,” “savings,” or “contribu-
tions”;

• Not use words such as “extra,” “special” or “added” 
to describe a bene�t in the policy;

• Not use words such as “low cost” or “budget” to 
describe premiums or use words such as “only” or 
“just” in connection with statements of premium 
amounts;

• Avoid describing product features or benefits as 
“unique” unless accurate;

• Refrain from minimizing, obscuring or present-
ing in a misleading or ambiguous fashion any 
information that is required to be disclosed, or 
any features or bene�ts of the product or service 
being o�ered; 6



When Approval is Required

All sales material and advertising that is used to solicit, sell, or service Pan-American Life products 
and services must be approved by the Pan-American Life Compliance Department in writing prior to 
use. Sales material refers to virtually all forms of communication delivered to a client or prospect in 
print or electronic media (e.g., the Internet, email). Sales material refers to any material intending to 
raise an interest in a product or service, making a reference to a speci�c product (whether proposed 
or existing) or service, or making any type of recommendation to buy, sell, or hold a product or to 
take advantage of a product feature. This includes all client correspondence (via letter, email, fax, 
etc.), newsletters, recruiting ads, training material, radio or TV spots, brochures, sales presentations, 
seminars, proposals, telephone scripts, telephone “hold” messages, third-party software, sales 
promotion materials, sales and supplemental illustrations, Internet websites or home pages, news-
paper or magazine articles, business cards and letterhead. Materials that do not refer or relate to 
Pan-American Life’s products or services and basic servicing letters (such as, “attached are the forms 
you requested” or “it was nice to meet you the other day”) do not need pre-approval.

Approved sales material, other than stationery items, must 
display the approval and expiration dates provided by the 
Compliance Department prior to distribution.

• Avoid absolute words such as “all”, “full”, 
“complete”, “comprehensive”, “unlimited”, 
“up to”, “as high as”, “the policy will help to 
replace your income” (when used to 
express loss of time bene�ts), “never”, and 
“shall” or similar words and phrases, in a 
manner which exaggerates any bene�ts 
beyond the terms of the policy;

• Not use testimonials or endorsements 
that are untrue or symbols or terminology 
that would lead the individual to confuse 
the materials with any government-
sponsored program;

• Avoid words such as “free”, “no cost” and “no 
extra cost” unless actually true and then only if
the one paying for the bene�t is prominently 
identi�ed or if copy indicates the charge is 
included in the premium;

• Not use “only”, “just”, “merely”, “minimum”, neces-
sary” or similar words or phrases to describe the
applicability of any exceptions, reductions, limita-
tions or exclusions such as: “This policy is subject 
to the following minimum exceptions and reduc-
tions”;

• Not contain statements such as “no red tape” or 
“here is all you do to receive bene�ts”; and

• State the name of the insurer or provider of the 
products discussed;
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Social Networking Websites

Producers may use social networking websites for personal reasons, but use of these websites 
warrants caution and an understanding of the regulatory rules that may transform “social” and “per-
sonal” use of a website into a form of regulated communication. Pre-approval by the Compliance 
Department is required for any Pan-American Life related information producers would like to post 
in their Facebook, Google+, LinkedIn pro�les or similar social network. This applies to other social 
media websites, including, but not limited to, Twitter, YouTube and Wikipedia.

California License Number Requirement

California requires producers to prominently a�x their California insurance license number on all 
business cards, written price quotations for insurance products, and print advertisements distrib-
uted exclusively in California. In addition, the word “insurance” must appear in all business cards, 
written price quotations for insurance products, and print advertisements distributed in California 
(regardless of whether the document is also distributed in other states).

Foreign Language Advertisements

Where an advertisement is in a language other than the language of the �led, approved policy form 
or product (such as a Spanish language brochure for an English language policy or certi�cate), the 
advertisement must include the following disclosure:

” This document has been translated from English for your con-
venience. In most states, all applications for coverage and all 
policies or contracts that may be issued are written in English 
only. You may request an English version of this document. The 
statements contained in this document do not necessarily, as 
a result of possible linguistic di�erences, re�ect the contents 
of the policy written in English. If there is any discrepancy, the 
English version is the o�cial document.”
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Telephone Solicitations, Enrollments, and Applications

These are general guidelines only; all sales material must be approved by Pan-American Life’s Com-
pliance Department prior to use.

Any use of telephonic marketing, enrollment, or applications involving Pan-American Life products
or services must be submitted to the Pan-American Life Compliance Department for approval and
guidance. Before submitting a proposal, please be aware of the following requirements: 

Pre-Recorded Telephone Calls

The use of outbound pre-recorded telephone calls to clients to solicit Pan-American Life products or 
services is prohibited. Inbound pre-recorded telephone call scripts must be reviewed and approved 
by the Compliance Department. In the submission, please include information regarding all other 
proposed communications with the proposed client to demonstrate that the client will be fully 

Licensing and Appointment of Call Centers

Individuals soliciting or negotiating the sale of Pan-American Life products or services are subject to 
the licensing and appointment requirements set forth in group insurance context, state insurance 
licensing obligations are more limited for individuals who provide telephone enrollment services to
a client. If the individual providing enrollment services

     • does not receive commission or other compensation tied to the volume of enrollments; and
     • does not engage in the solicitation or negotiation of insurance products (i.e., provides administrative

then the enroller of a group insurance product needs only to be licensed and appointed with Pan-
American Life in the individual’s state of employment and, if the client resides in one of the following 
states, in California, Florida, Georgia, Maryland, Puerto Rico, and/or Texas as well. Otherwise, the individual 
must be licensed and appointed with Pan-American Life in all states where the person’s clients reside.

Proposals (Group Policies)

Proposals must include the date presented and the following disclosures:

• Proposal valid for 60 (sixty) days.

• Proposal will not be extended beyond the e�ective date.

• Proposal is based on information provided and subject to underwriting and
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Do Not Call Rules

Federal and state laws strictly limit the use of outbound, unsolicited marketing calls to individuals. 
These rules include:

New Jersey’s Telephone Solicitation and Do Not Call law requires that covered telemarketers register 
before conducting business in New Jersey and re-register annually. This New Jersey law applies to all calls 
made to residential telephone numbers in New Jersey, regardless of where the caller is located. The law 
speci�cally requires that each telephone line used to make telephone solicitations under a registration 
be listed with the Division. Further, if a producer makes telemarketing calls, or has calls made on his/her 
behalf, a “log” of the calls made must be maintained and retained for two years. This log must include:

     • Each phone number called;
     • The date of each telemarketing call; and
     • Time of each call.

The New Jersey law imposes stiff penalties against violators – up to $10,000 for the first offense and 
up to $20,000 for each subsequent offense.

• Before making any unsolicited telemarket-
ing calls, numbers that have been listed in the 
agency’s Do Not Solicit System, the National 
Do Not Call Registry, or in the applicable state 
do not call lists must be removed;

• Telemarketing calls may only be placed 
between 10:00 a.m. and 8:00 p.m. in the time 
zone of the resident between Monday and 
Friday, excluding holidays
(federal requirement is between 8:00 a.m. 
and 9:00 p.m., but some states have more 
restrictive rules);

• The caller and the company represented 
must be identi�ed at the beginning of the 
call;

• The purpose of the call must be disclosed 
(e.g., to solicit the purchase of insurance or 
other related �nancial products or services);

• Clients may ask that they be placed on a do 
not call list, which must be maintained by the 
agency;

• Telemarketers or producers soliciting insur-
ance products must be licensed to sell the 
insurance products o�ered. Unlicensed indi-
viduals may only schedule appointments for 
producers;

• Any person or entity that engages in 
telemarketing must transmit caller identi�ca-
tion information, which can be in the form of 
either the Calling Party Number or the Auto-
matic Number Identification and, when avail-
able, the name of the telemarketer. This 
means that telemarketers or producers 
cannot make telephone solicitation calls from 
any phone that has a caller ID block on it. 
Caller ID block can generally be unlocked 
using *82, although you should verify that 
process with
your telecommunications provider;

• Any person or entity using a predictive dialer 

is prohibited from abandoning more than 3% 
of all telemarketing calls answered live by a 
person. A call is deemed “abandoned” if it is 
not connected to a live producer within 2 
seconds of the called person’s completed 
greeting. If no producer is available within 2 
seconds, the called person must receive a 
prerecorded message that states the name 
and telephone number of the entity on 
whose behalf the call was made, and states 
that the call was for “telemarketing purposes.” 
If the individual makes a call to that number 
during normal business hours, he/she must 
be permitted to make a request to be added 
to the agency’s Do Not Call list.
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Review and Filing of Telephone Scripts

All telephone solicitations, pre-recorded messages, tele-enrollments, and tele-applications must 
follow a script approved by Pan-American Life’s Compliance Department. Please refer to the adver-
tising rules section of this guide for more information. Documenting the words used by the call 
center into a written script helps ensure that each client receives consistent, accurate, and complete 
information regarding Pan-American Life’s products and services. In addition, scripts used in the sale 
of individual insurance products must be �led with certain state insurance departments prior to use.

Client Understanding

Ensuring that the client understands what he or she is purchasing is paramount to the sale of insurance, 
regardless of whether the sale takes place via telephone or in person. When discussing an insurance 
product by telephone, producers should keep in mind that some clients may need additional written 
materials to review prior to purchase. Producers must comply with a client request for more written 
information and should not try to pressure an uncertain client to make a decision on a telephone call.

Delivery of Required Notices and Disclosures

The sale of a product by telephone does not obviate the need to ensure that all necessary notices 
and disclosures are provided to the client before the sale. Typically this information is provided in the 
marketing or enrollment materials prior to the telephone conversation and/or as part of the 
telephone script. Remember to include notices that appear on an application or enrollment form, 
such as the fraud disclosure, and other disclosures typically included in the paper process.

Fraud Prevention and Identity Theft

When developing the script for tele-application or tele-enrollment, you will need to build in appro-
priate questions to con�rm the caller’s identity. With group insurance products, this identi�cation 
can be fairly straightforward, as we receive certain information from the employer regarding eligible 
employees. In the individual business context, be alert to the possibility that the caller may not be 
who he or she claims to be.

Signatures and Documentation. Pan-American Life requires producers to obtain a written applica-
tion or enrollment for all sales of Pan-American Life products. When approved by the Pan-American 
Life Compliance Department, the application or enrollment form may be completed via telephone 
with a notation under the signature line that the form was voice signed, with the date, time, and 
name of signatory. The image of the voice signed form should be stored with the recording, so that 
the Company has a complete enrollment or application �le.

Given the signi�cant regulatory risks surrounding telemarketing, Pan-American Life discourages the 
use of outbound telemarketing services for the sale of insurance products. Producers must submit a 
detailed proposal showing how their proposed telemarketing plan will comply with state and 
federal law for compliance approval before moving forward with any telemarketing activity involv-
ing a Pan-American Life product.

11



Electronic Communications

Recordkeeping and Notice of Recording

Telephone calls documenting an enrollment or application must be recorded. The recording should 
be retained for a minimum of seven (7) years or longer where required by state law. The recording 
must be indexed so that it can be retrieved by date, policy number, client name, or state of issuance. 
You must also notify the client at the beginning of the conversation that the call is being recorded or 
monitored.

When developing a document retention program for tape recordings, please keep in mind the privacy 
and security obligations set forth later in this guide. Recordings must be retained in a secure facility.

Online Enrollment or Applications Services. Many of the considerations noted in the Telephone 
Solicitations, Enrollments, and Applications section apply to online enrollments and applications. 
Screen shots must be submitted for approval by the Pan-American Life Compliance Department. 
Please also keep in mind that, for the sale of individual insurance products, the screen shots may also 
need to be �led and approved by several state insurance departments prior to use.

Electronic Bulletin Boards, Instant Messaging and Chat Rooms. Producers are generally prohibited 
from posting information on electronic bulletin boards or similar online communication, where the 
intent of such participation or posting is to prospect for business. Certain types of advertising may 
be posted on electronic bulletin boards provided that the Pan-American Life Compliance Depart-
ment approves the advertisement and the website used for posting the advertisement.

Compliance Approval Always Required

Any use of telephonic marketing, enrollment, or applications involving Pan-American Life products or 
services must be submitted to the Pan-American Life Compliance Department for approval and guidance.

Compliance Approval Always Required

Producers are generally prohibited from sending unsolicited email or fax advertisements to prospec-
tive clients. Email solicitations and fax solicitations are generally permitted to be made to the follow-
ing types of individuals, subject to applicable law:

• Persons with whom we have an existing business relationship. This includes persons such as 
current clients and persons who have requested that information or marketing material be sent 
to them via email or fax; and

• Persons who have given their express consent to receive advertising materials via email or fax.
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Email solicitations cannot be sent to current clients who have expressly asked not to be sent such 
materials or if the person’s email address is listed in a federal, state or the Company or agency’s Do 
Not Solicit listing.

False or misleading transmission information, headers or subject lines are prohibited. The sender 
must be clearly identi�ed, which means that the producer’s agency or company must be shown in 
the sender’s email address and/or in the subject line. In addition, the “in re” or “subject line” must also 
appropriately identify the purpose or subject of the email.

The functioning email address and physical (i.e., postal) address of the sender must be included in 
the message.

All email solicitations must contain information telling the individual how he/she can request that 
no future email solicitations be sent to him/her at that address (an “opt-out”), either by sending such 
request to the sender’s email address or through other electronic means (e.g., a list or menu from 
which the person can select speci�c types of messages he/she wishes to receive or not to receive in 
the future). For example: “You may ask not to receive future email advertisements from the Company 
by sending an email message back to me at the address above. Please indicate in your message back 
to me that you do not wish to receive future email solicitations and be sure to include any additional 
email addresses to which your request applies. Upon receipt of your request, we will record your 
request. This may take up to ten (10) business days.”

All requests to not receive such material must be honored. The producer and/or agency is respon-
sible for updating its do not solicit system within ten (10) business days of receiving the request.

Sales material must be speci�cally approved for distribution via email or fax. An approved �yer or 
letter cannot be used “as is” for an email or fax solicitation. The producer must resubmit the approved 
material, along with the email or fax he/she intends to send and a description of the recipients, to the 
Pan-American Life Compliance Department to ensure that it complies with applicable laws and 
requirements.

Service Related Email

Service related email to an existing client is permitted, but only if the message is considered a “trans-
actional” or “relationship” email message as defined by the federal “CAN-SPAM” Act, i.e., an email, the 
primary purpose of which is

1 to facilitate, complete or con�rm a transaction; or

2 to provide information concerning a change in the terms of a product or service or change in the
        recipient’s status or account balance status; or

3 to provide information about employment status or a related bene�t plan in which the person
       participates; or

4 to deliver product updates that the individual is entitled to under the terms of an existing
      contract or transaction.
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Guarantees

Product Availability

No product may be solicited or sold in a state prior to the product being approved for sale in that 
state. In addition, a producer must not guarantee a client that a policy will be issued without home 
o�ce approval.

Producers must not (1) guarantee a client against loss; (2) guarantee pro�ts or o�er to reimburse a 
client for losses experienced in any product; and/or (3) guarantee that a participating policy will pay 
a dividend.

High Pressure Tactics

No producer may employ any method of marketing having the effect of inducing the purchase of 
insurance through force, fright, threat or undue pressure to purchase. High pressure tactics are unac-
ceptable and will not be tolerated by Pan-American. Examples of statements that would likely be 
viewed as high pressure tactics include, without limitation:

Suggesting that a prospective customer would be “foolish” not to purchase a particular 
product.

Creating a false sense of urgency by stating that an insurance product is a “limited time 
o�er” and “you must act now.”

Stating that declining a purchase would result in a “�nancial disaster.”

Implying that something may be wrong with a client’s policy or contract when, in fact, a 
producer just wants a telephone number or other piece of information or intends to 
discuss other products for sale.

Providing misleading information, such as “the Social Security system will go bankrupt,” 
“you bank products are not safe because the FDIC is underfunded,” or “probate is devas-
tating and must be avoided.”

Beyond speci�c statements, the use of statistical data, �nancial assumptions, and quotations from 
third party sources should be accurate and provided in an appropriate context. Such information 
should not be used to frighten a customer into believing that his or her current �nancial products are 
not viable or will result in a financial disaster. The use of inappropriate imagery – such as a depiction 
of financially destitute individuals – to induce the sale of a Pan-American product is also prohibited.

1
2
3
4
5
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Sales and Servicing

The following guidelines are designed to ensure our producers provide competent and customer-
focused sales and service with honesty and fairness.

Form Completion

A producer must ask the owner or insured of the product all of the questions on the product applica-
tion or enrollment form, as applicable. A client must never sign a blank application, enrollment form 
or other blank forms to be completed later by the producer. No alterations to answers on product 
applications or enrollment forms are permitted unless initialed by the proposed insured. The use of 
correction �uid (e.g., White-Out®) is not permitted on any product application. The client must initial
any cross-outs or changes. Additionally, it is the ethical responsibility of the producer to give Pan- 
American Life any additional information a�ecting the underwriting of the case whether addressed
on the application or not. Under no circumstances should a producer suggest or imply that the client 
overlook or avoid responding to certain portions of the form or to supply false information in an 
application or enrollment form.

By witnessing the proposed policyholder or participant’s signature, the producer is verifying that the 
application questions have been asked. Under no circumstances should the producer sign on behalf 
of the proposed policyholder or participant.

Applications are legally binding documents that serve legal, regulatory, and Pan-American Life’s 
needs. Applications not completed correctly or submitted without required supplemental forms 
cannot be processed. Errors in the submission will delay approvals and commission payments.

Client Privacy

Federal and state laws impose various limitations and restrictions on insurance companies and other 
�nancial institutions regarding the treatment and use of its clients’ nonpublic personal information. 
The Gramm-Leach-Bliley Act (GLBA), perhaps principal among these laws, and the regulations imple-
menting the consumer privacy provisions (Title V) of GLBA, including SEC Regulation S-P, require, 
among other things, that the �nancial institution advise its consumers and customers of its privacy 
policies and practices regarding the use, disclosure and maintenance of such nonpublic personal 
information and take appropriate steps to safeguard and ensure the integrity of such information. 
Other laws that may impose restrictions on the treatment and use of nonpublic personal information 
include:

• The federal Health Insurance Portability and Accountability Act (HIPAA), and Health and Human
  Services rules implementing its privacy provisions;
• The federal Fair Credit Reporting Act (FCRA), as amended to restrict sharing of information between
  a�liates for marketing purposes; and
• Various state laws, insurance laws and laws designed to prevent identity theft (e.g., limiting the use
  and disclosure of social security numbers, etc.). 15



Security Breaches

A security breach is defined as the unauthorized access to and acquisition of unencrypted and unre-
dacted data or records containing personal information where an illegal use of the information has 
occurred or is likely to occur, or creates a material risk of harm to a consumer. “Unencrypted and 
unredacted” refers to information that is not in a coded or truncated format to render it unreadable. 
Personal Information is de�ned as an individual’s �rst name or �rst initial and last name in combina-
tion with the following types of “identifying information”:

In addition, the following items are considered personal information if the use of such information 
would permit access to an individual’s �nancial accounts or resources:

Many states require that companies doing business in the state notify residents whose unencrypted 
personal information was, or is reasonably believed to have been, acquired by an unauthorized 
person. In a few states these laws apply to the loss or theft of paper and nonelectronic records. If a 
producer becomes aware of a “security breach” - for example, the loss of a �le, the theft of documents 
or records, or the theft of a laptop containing personally identifiable customer information – the 
producer must report it immediately in the following manner:

• Social security number;

• Driver’s license number, state identification card number, passport number;

• Account number, credit or debit card number; or

• A required security code, access code or password permitting access to an
  individual’s financial account

• Email names or addresses;
• Electronic identification numbers;
• Internet account numbers or identification names;
• Passwords; or
• A mother’s maiden name.

The Company has a detailed privacy policy. Under the Company privacy policy (and pursuant to the 
terms of our selling agreements), producers are required to protect the con�dentiality and security 
of information the producer collects, receives, has access to, or maintains about Pan-American Life 
clients (referred to as consumers and customers under several laws). If a third party requests informa-
tion about a policy or seeks to change the policy, producers are expected to con�rm with Pan-
American Life’s Home Office that the third party has appropriate authorization to act on behalf of the 
client for the given situation and that appropriate documentation is on �le prior to accepting and 
facilitating any request or sharing any information with the third party.

Each producer must review, understand, and comply with Pan-American Life’s privacy policy. It 
applies to the producer’s activities in connection with the sale and servicing of any and all insurance 
products o�ered by or through Pan-American Life.
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Pan-American Life requires producers to report security breaches because they may cause damage 
to the Company, they may harm customers, and many states require customers to be noti�ed of 
security breaches that expose them to identity theft and other risks.

First, it is very important that Pan-American Life’s computer systems, applications and data bases, 
and the information they contain, be protected from attack or access by outside intruders. This helps 
ensure that the Company’s operations continue without interruption and protect the data stored in 
its computers.

Second, security breaches can harm Pan-American Life’s clients and others about whom the Com-
pany has data in its computer systems. Our customers trust Pan-American Life to protect the infor-
mation we have about them. A security breach may put Pan-American Life clients at risk of identity 
theft or other misuse of that information. That is why Pan-American Life takes strong measures to 
ensure the privacy of individual data and protect it from unauthorized access.

Third, it’s the law. An increasing number of states passed laws requiring companies to notify custom-
ers if a security breach occurs that may give others unauthorized access to customers’ information.

• First, notify your manager;

• Contact the Pan-American Life Compliance Department to report the theft or loss of
  electronic files;

• In cases where theft is involved, such as a stolen laptop, file a police report; and

• If paper files with nonpublic personal information are missing – versus a stolen
  computer - report it to the Pan-American Life Privacy Office. The compliance contact
  listed on the last page of this guide can provide you with the contact information for
  Pan-American Life’s Privacy Office.

Encryption

Producers must use only email which is encrypted when sending personal client information. All data 
storage devices containing personal client information must also be encrypted when such devices are 
moved from the agency/o�ce. Data storage devices that may require encryption include, but are not 
limited to: laptops, servers, and desktop computers that are taken o�site from the agency/o�ce as well as 
�oppy disks, CDs, portable hard drives, USB �ash drives, DVDs, Blackberry devices, PDA devices, iPhones, 
and cell phones containing personal client information (each a “Moveable Storage Device”). Personal infor-
mation* is de�ned as a natural person’s �rst name or �rst initial and last name in combination with any of 
the following data elements:

• Social security number;
• Driver’s license number or identification card number; or
• Account number or credit/debit card number in combination with any required security/access code or
  password that would permit access to the person’s �nancial account.

*The term does not include the last four digits of a social security number or information that is lawfully made available to the 
general public (e.g., obtained from government records).
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Client Relationship and Services

Shredding

Documents containing con�dential (i.e., personal or �nancial) information that has to be retained because 
of Pan-American Life record retention policy or any special legal retention requirements must be retained. 
But when such documents are no longer needed, producers must shred them before disposal (as opposed 
to depositing them into a recycling or trash bin) to minimize the possibility of identity theft and/or the 
unauthorized use of confidential information. Offices must either: (a) maintain an appropriate number of 
on-site shredders, or (b) arrange for periodic shredding by a local bonded document destruction company.

Client Funds

Premium payments for our products must be made payable directly to Pan-American Life and 
producers must immediately forward checks received from their clients to Pan-American Life. A 
producer must not hold or control any payments, funds, or property (such as insurance policies) for 
a client. No client funds may be deposited into the producer’s business or personal account, and a 
producer may not deposit his/her personal funds in a client’s account. A client’s check inadvertently 
made payable to the producer must not be negotiated, but must be returned immediately to the 
client, who should issue a new check to the appropriate payee. Under no circumstances may a 
producer submit a check written on his/her own account or otherwise advance monies on behalf of 
a client. Producers are expected to maintain adequate records and procedures to assure the proper 
handling of client funds. Producers may not rebate or advance premiums.

Producers wishing to provide premium administration services must be approved by the Pan-
American Life line of business Vice-President and Compliance Department, and are subject to 
further due diligence review, third party administration licensing, and audit requirements.

Bank Accounts

Producers cannot have Pan-American Life’s name on any personal or business accounts.

Sharing a Policy or Account

A producer may not share directly or indirectly, or have any bene�cial interest in, the pro�ts or losses 
of a client’s account, policy or transactions.
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Con�ict of Interest

In order to avoid potential con�icts of interest, a producer may not be the owner or bene�ciary 
(except for family members) of a client’s insurance policy or account. A producer is also prohibited 
from acting in a �duciary role, such as being a trustee or assignee for a client or serving as an execu-
tor of a client’s estate, attorney in-fact, or general partner, unless the client is a family member. This 
prohibition includes serving as a trustee for a quali�ed plan.

Third Party Transactions

Producers may not accept orders to make transactions in a client’s account from a third party. 
Producers may accept requests for information only from the owner(s) of an account. If a third party 
places a request, producers are expected to confirm that the third party has appropriate authoriza-
tion to act on the behalf of the owner(s) for the given situation (such as a Power of Attorney), and 
that appropriate documentation is on �le prior to accepting and facilitating any order or sharing any 
information with the third party.

Tax or Legal Advice

A producer must not give tax or legal advice. This does not preclude your responsibility to point out 
potential tax or legal implications related to any transactions or recommendations regarding the 
products or services you o�er. Producers should always direct a client to his/her attorney, accoun-
tant, or tax consultant for information speci�c to his/her circumstances.

Account Service Requests

A Pan-American Life client is entitled to information about his/her policy or bene�ts upon request. 
Producers cannot charge a fee for any information provided to the client regarding his/her Pan-
American product or otherwise servicing an account.

Translationst

Only authorized persons may translate information from one language to another. No producer 
should translate any document given to or received from a client or any other party in interest. 
Requests for translations should be referred to the appropriate Pan-American Life product adminis-
tration department. Clients should be informed that (1) Pan-American Life only provides translated 
materials under limited circumstances, and (2) in the event of a con�ict, the English language version 
is the o�cial, controlling document.
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Gifts, Loans, and Rebates

Pan-American Life recognizes that gifts are a normal part of business relationships. However, the 
exchange of gifts and entertainment in connection with a business transaction should never imply 
an intention to seek or receive favorable treatment. Even if there is no deliberate intention to in�u-
ence the outcome, the perception of bad intentions could still be damaging for the producer person-
ally and for the Company.

Generally, a producer may not give to or receive from clients any large, extravagant gifts or cash. This 
can include merchandise, gifts and prizes, travel expenses, vacations, meals and/or lodging. Personal 
gifts for occasions such as birthdays, weddings, birth of a child, or the holidays are generally permis-
sible as long as they are not lavish and could not be considered an unlawful inducement to purchase 
or renew a product. It is a best practice to limit gifts to less than $50 to avoid any appearance of 
impropriety. Producers should never give clients cash, checks, or cash equivalents, such as gift cards, 
regardless of the occasion.

Promotional items with the Pan-American Life logo or name that are nominal in value are also gener-
ally acceptable. Otherwise, client presents or gifts are generally prohibited in connection with the 
sale or renewal of a Pan-American product. Producers must be careful not to give, directly or indi-
rectly, to a client or any other person or �rm anything of value outside of what is provided for in the 
product that could be considered an unlawful inducement to purchase or renew a product. This 
includes any rebate or commission or any other compensation received by the producer, such as:

• Paying, crediting, allowing, or giving, or offering to pay, credit, allow, or give, directly or indirectly,
  an inducement to the purchase of insurance or other Pan-American Life product;

• Facilitating any discount, reduction, credit, or paying any portion of any premium, fee or cost of
  underwriting, policy fee, or claim cost;

Compensation

A producer must not lead a client to believe that the producer will not be receiving any sales compensation 
when that is not the fact. Similarly, while Pan-American Life o�ers some complimentary services for the 
bene�t of the client, producers may not represent such a service as having a dollar value that is being 
provided for free. Where required by applicable law, the producer must disclose to clients in writing the 
compensation (including commissions and anything else of value) that the producer receives for the sale 
or servicing of the Pan-American Life products.

Other Products or Services

A producer must clearly outline the issuers of each product or service for the client. Implying or suggesting 
that Pan-American Life guarantees products or services for products or plans not funded by Pan-American 
Life is strictly prohibited.
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Ra�es or Drawings

Ra�es or drawings must meet the following requirements:

In addition, a producer should never lend money or securities to a client or borrow money from a 
client. This rule applies even if the client is also considered a “personal friend” of the producer. 
Producers are also prohibited from borrowing money from Pan-American Life vendors or third party 
administrators.

The above guidelines incorporate the most recent guidance received from state regulators. Please 
be aware that many state insurance departments have not yet issued guidance on ra�es or draw-
ings, and one state regulator (Utah) has suggested that a ra�e may be viewed as illegal gambling. 
Given this lack of clarity, independent producers are responsible for contacting local state insurance 
departments or seeking legal advice to ensure compliance with applicable laws and regulations.

• Facilitating any discount, reduction, credit, or paying any portion of a client’s COBRA administration
  services;

• Bringing about any discount, reduction, credit, or paying any portion of the premium or any portion
  of the cost of premium �nancing;

• Making possible any lowered, credited, or discounted commission;

• Providing membership in any organization, society, association, guild, union, alliance or club at a
  discount, reduced rate, or at no cost;

• Making or offering to make a charitable or other tax-deductible contribution on behalf of the client;

• Offering or providing any service or incentive in conjunction with the sale of insurance or any other
  Pan-American Life product;

• Providing or offering stocks, bonds, securities, property, or any dividend or profit accruing or to
  accrue thereon;

• Providing or offering employment in exchange for the purchase of insurance or any other Pan-
  American Life product; or

• Providing, or offering to provide, any other payment, award, special favor, advantage, or incentive,
  tangible or intangible, direct or indirect, that encourages or is reasonably calculated to encourage
  a client to enter into a contract for insurance or any other Pan-American Life product.

• The total prize value must not exceed $25 times the number of expected entrants or $1,000,
  whichever is lower;

• Each individual prize must have a fair market value of $50 or less;

• No cash, checks, prepaid cards, or cash equivalents may be provided other than gift cards for
  speci�c services, such as meals, gasoline, or car washes;

• There must be no cost to participants to enter the raffle; and

• The raffle or drawing must be open to the general public, including those who are not clients.
  The participant cannot be required to or pressured in any way to purchase or enroll in a Pan-
  American product in order to become eligible to enter the raffle or receive a raffle prize. Receipt
  of a product quote or a sales presentation cannot be condition to participation.
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For questions about this guide,
please e-mail compliance@palig.com.

Pan-American Life Insurance Group
601 Poydras Street

New Orleans, LA 70130
palig.com

Revised 10/2015

SUMMARY

The policies outlined in this guide will serve you well as you build a successful relationship with Pan-
American Life. By incorporating them into your everyday business practices, you will help protect 
yourself, your clients, your �rm, and Pan-American Life. However, this guide is not a contract. In the 
event of any inconsistency between this guide and your contract with Pan-American Life, the terms 
of the contract will govern. Nothing in this guide is intended to imply or create an employee-
employer relationship between Pan-American Life and its independent producers.
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