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Going on vacation? Bring your group insurance plan with you!

It’s simple! Download the iA Mobile app for free on your iPhone  
or Android device and take advantage of amazing features* while 
on the go. Submitting and tracking claims have never been easier! 
You can also have the unpaid portion of your claims reimbursed 
through your Health Spending Account (HSA).

Thanks to iA Mobile, you can carry your group benefit card 
everywhere you go. You can also contact iA Financial Group  
with a simple tap on the screen of your mobile.

No matter where you are in Canada, you can review your drug 
coverage, estimate your drug reimbursement amounts and view 
personalized cost-saving alternatives.

Quick tip: Sign up for direct deposit on your mobile or on the Web 
and receive your reimbursements directly into your bank account. 
You can enjoy your refunds immediately no matter where you are. 
The days of waiting at home for your checks to deposit them into 
your bank account are a thing of the past!

To use iA Mobile, make sure you activate your access code on the 
Web via My Client Space.

*Depending on your plan, some features may not be available.

Have your group insurance plan on hand

Want to learn more about iA Mobile?  
Go to ia.ca/iamobile
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What is the role of a medical underwriter?
The role of a medical underwriter is to evaluate the complete 
medical record of an individual and assess whether his/her state  
of health and medical family history allow us to grant him/her  
the insurance coverage he/she requested, based on established  
risk classification principles. The underwriter must treat medical 
information with complete confidentiality and comply with 
insurance legislation and regulations.

What kind of training is required to become a 
medical underwriter?
The medical underwriter must have good medical knowledge. 
Nursing courses or any training in the medical field is an asset.  
In addition to college and university programs specializing  
in healthcare, there are several organizations which offer  
training related to this position. LOMA, which specializes  
in training programs, offers a course specially designed for  
medical underwriters.

There are also programs for professionals in the field. The Academy 
of Life Underwriting (ALU), a non-profit organization, offers 
educational and development opportunities by designing 
specialized content as well as a series of four professional exams. 
This organization provides its members with a journal to meet  
their needs in terms of professional information and continuing 
education.

What makes an excellent medical underwriter?
An excellent medical underwriter is interested in everything related 
to medical knowledge (journals, magazines, TV shows, etc.). He/she 
has keen analytical skills and is able to make quick decisions, while 
exercising objective, consistent and fair judgment. He/she is capable 
of focusing when reviewing a case. He/she also likes to research 
and does not hesitate to ask other underwriters’ opinion in more 
particular cases.

Spotlight on 
the Medical 
Underwriter 
Position 
Our mission is to provide financial security and wellness  
solutions to our insureds. We are aware that insurance  
needs are specific to each individual. Therefore, in addition  
to our basic insurance products, we offer a range of optional 
benefits such as ExtensiA Life, Accidental death and 
dismemberment (AD&D) and Critical Illness insurance.  
Our medical underwriters are a key element of our service  
offering. This team of experts is responsible for assessing  
each individual’s insurability, while complying with the best 
practices in underwriting and working in the best interests  
of our clients. 
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How is the decision communicated to the client?
We send a letter to communicate the approval or refusal of the 
request. If approved, a single letter listing all the approved individuals 
is sent to the plan member. In case of refusal, a letter explaining the 
reasons for refusal is sent to each individual separately. The refusal 
letter for minor dependents is sent to the plan member only. The  
plan administrator receives a letter to be informed of our decision. 
However, the medical reason for refusal is not mentioned due to  
the confidential nature of the information.

The letters include the name of the medical underwriter as well as 
the name and telephone number of the clerk who sent the letter.  
The client has a contact person with whom he/she can communicate 
directly to get answers to his/her questions or to obtain further 
clarification.

How can a client dispute a refused request?
A client may dispute our decision by providing further information 
and/or documents, such as a letter from his/her doctor, a copy of  
test results, etc. He/she can submit the information to our medical 
underwriting department by email, fax or mail.

How do we process incomplete files?
We send the client a letter highlighting the missing information.  
The client then has four weeks to provide it. If no response is  
received within that timeframe, a reminder is sent allowing an 
additional five weeks. If no response is received, the file is closed  
and a case closure letter is sent to the plan administrator.

What are the latest initiatives to improve  
the service provided to the client?
Our IT system for data entry and tracking client records has  
greatly been improved, making it easier to manage requests. 
Furthermore, we now accept additional information from clients  
by phone or email, provided that the initial request was sent  
by mail and if the information does not pertain to medical data 
requiring the client’s signature. This new approach avoids going  
back and forth and speeds up the processing of the requests.

 Improvements:

Our Evidence of Insurability form has undergone major 
modifications. Clients now have more space to answer  
questions. The font size has also been enlarged to make  
the form easier to read. Because of these changes, the  
form is now seven pages long. In addition, the first section  
of the form is now entitled «General Information» and can  
be completed either by the plan member, the plan administrator  
or iA Financial Group. Some questions have also been revised. 
Following these changes, please discard the paper forms at  
your disposal and use the new version. The new form is available 
on our website, at ia.ca.

Preferred pricing for Remicade®
We are pleased to announce that, in collaboration with Express Scripts 
Canada (ESC), we will soon be able to offer a rebate on the cost of the 
drug Remicade®.

Remicade® is a specialty drug approved for the treatment of multiple 
inflammatory conditions.

All stakeholders, plan members and plan sponsors (outside of the 
province of Quebec) would benefit from the discounted price as long  
as the claims are electronically adjudicated at any pharmacy by using 
the iA group benefit card. 

iA Financial Group continues to work on future drug cost management 
initiatives to help plan sponsors and plan members save on drug costs.
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Overall Satisfaction with our Services

Planning a healthy vacation
After a long and particularly harsh winter, the  
warm and sunny days are finally here. With beautiful 
summer weather comes the inevitable travel plans.  
This article provides useful tips to make sure you  

spend a memorable vacation and come back healthy to tell the tale.

Plan your itinerary, but don’t forget to plan for your health

Planning for your health is very important and even more so if your travels 
plans include a lot of logistics, such as traveling with children or visiting  
many different locations in a short period of time:

•   Consult the Canada Public Health Agency website prior to your departure 
to see if there are any warnings or recommendations issued for the region 
you plan to visit: phac-aspc.gc.ca/tmp-pmv/index-eng.php. 

•   Make copies of your family’s important health documents, including your 
benefit card, to bring along with you. Your card is also available 24/7 on 
your cell phone. To view it, simply download the free iA Mobile app from 
the App Store or Google Play.

•   Make sure any illness or pre-existing condition you may have is stable  
prior to your departure. In doubt, ask your doctor for an assessment of 
your health or call our assistance service at 1-800-203-9024.

•   Ask your doctor or pharmacist about potential photosensitivity side-effects 
of your prescription medication. If there are any, your skin will be more 
vulnerable to ultraviolet rays, so pack proper sun protection.

•   Make sure to bring a clear and complete list of your family’s prescription 
medication, in case some gets lost and need to be renewed.

•   Pack for the weather forecast. Look into the weather at your destination 
and bring proper clothing to avoid getting sick and/or incurring 
unexpected expenses.

Traveling is a time for discovery and creating everlasting memories. Do not 
let a preventable health incident get in the way of your much anticipated 
vacation. Plan ahead!

Have an excellent and healthy summer!

Health and Dental Claimants

Responses: 630 complete

51%  “very satisfied” and 44% “satisfied”

Plan Administrators

Responses: 123 complete

36% “very satisfied” and 60% “satisfied”

Satisfied

Very 
satisfied
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About iA  
Industrial Alliance is a life and health insurance company that offers a wide range of insurance and financial products. The fourth largest life and health 
insurance company in Canada, Industrial Alliance is at the head of a large financial group with operations across the country, as well as in the United States. 
Industrial Alliance contributes to the financial wellbeing of over four million Canadians and manages and administers approximately $100 billion in assets.

This Infobulletin is also available on our website at ia.ca/business/group-insurance/administer-your-plan/infobulletins.

Satisfied
Very 
satisfied


