Dear IMSA Friends:

December is over! 2009 is History! | hope it was a good year for you. We have been
blessed with some very interesting and challenging work and are thankful to have come to
the end of the year with a greater appreciation for the blessings of previous years and with
gratitude for the work we did have that kept us involved in key issues and presented new
challenges.

One challenge directly related to our monthly Updates has been the formatting. We work
hard to include art work and graphic material along with colorful text and photos so that the
Update looks attractive. When this material is sent via email, the formatting is often lost or
distorted. To address this issue, we now plan to present you with a short email text with no
graphics but just a short preview of content. The fully formatted Update will be attached as a
PDF (Adobe) file that you can open and read on line or print out and distribute within your
company.

November is gone, and the days are getting shorter — so is this newsletter. This month’s
edition should be a quick read, but we trust you will find it of interest. We have chosen a
Thanksgiving theme for the month, since we have so much to be thankful for, not the least of
which has been your continuing interest in IMSA ethical market conduct and the Kenneth J.
Kalis Company. | am very thankful for each of you personally as well, and the blessing you
have brought into my life.

IMSA?........ we can help!
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Congratulations to
Renewing Members

Boston Mutual Life Insurance Company
Life Insurance Company of Boston &
New York

Boston Mutual employed the
streamlined requalification by attestation
approach. Visit www.IMSAethics.org to
learn more about this new approach to
requalification and other IMSA services.

How Do | Know My Attestation is on track?

Just call the Kenneth J. Kalis Company at
352-505-0705. We are working with
companies now on an hourly fee basis giving
guidance on very specific questions that will
help you get through the new attestation
process smoothly and with greater
confidence. All your questions are in
complete confidence, and we will give you
the benefit of our experience with more than
50 IMSA company members as well as our
knowledge on the attestation process which
we helped put together. There is no fee for
asking questions! Give us a call or email.
You'll be glad you did.

Do Your Policyowners Like You?

If you're like most life companies in the world, the answer is probably “No.”
According to a recent Accenture survey, two-thirds of life insurance customers
are dissatisfied with their companies and almost half would take their business
to a competitor. (You can read a fuller report in the December 7, 2009 issue of
Insurance Compliance Insight, www.ins-compliance.com.)

Worse yet, less than 25% would recommend their life insurer to someone else.
Only the gas and electricity utility industry had a lower score. And life
policyowners are “loyal” in much the same way, they feel they have no viable
alternative.

Needless to say, this makes it very tough for life insurers to market other
products to their policyowners, and it also makes it easier for competitors to
replace existing business. This is especially true, according to Accenture, at a
time like now when economic pressures motivate consumers to seek better
deals.



Policyowners who recently made a change most likely did so because of three
important factors, pricing and value - and the trustworthiness of the life
company. We think that IMSA membership can be a big help with the last one,
as it shows a willingness to commit to integrity and ethics and to turn from
greed and “the public be damned” attitude so visible today among financial
services executives.

Another good way to build up your customer loyalty is through customer-
friendly communications. See our best practice of the month below!

News from IMSA Todaz December 18, 2009

Annuity Suitability Certificate Webinar — January 21st

IMSA’s next webinar, entitled Making the Annuity Suitability Certificate Process Even Easier, will
be held on Thursday, January 21, 2010 from 2:00 to 3:00 EST. John Hancock will present on
the efficiency and effectiveness of the IMSA Clearinghouse process; recent system
enhancements and the revised cost structure will also be explained. Contact John Travagline at
(240) 744-3023 or JohnTravagline@IMSAethics.org for more information or to reserve your
virtual “seat.”

IMSA Advances Regulator Understanding of Social Media

Given IMSA's recent strides in social media education and INSURANCE MARKETPLACE
awareness, the NAIC asked IMSA to join them in sponsoring an STANDARDS ASSOCIATION
education session on social media entitled Use of Social 5

Networking Sites in Insurance during the NAIC Winter National integrity and ethics

Meeting. Don Walters and John Travagline, along with other
panelists, provided their expertise on the subject. The session was very well attended and a
recommendation was offered for the NAIC to develop a Task Force to explore issues identified
during the session.

The IMSA team was subsequently approached by both regulators and company
representatives who requested that they present IMSA’s intelligence on these issues at
upcoming industry and company events in 2010. In addition, John Travagline will present at
LIMRA’s Compliance & Market Conduct Exchange in March, 2010 on the escalating compliance
issues in the insurance and financial services industries presented by social media. Visit
www.LIMRA.com for registration information.

IMSA continues its examination of social media issues on the federal regulatory front as well. It
is our understanding that FINRA may develop guidance and/or issue a Regulatory Notice
pertaining to these issues in early 2010.

SEC Agrees to Delay Implementation of Rule 151A
The SEC has indicated that it will consent to a two-year stay of Rule 151A's effective date to run

from the date of publication of a retained or reissued Rule 151A in the Federal Register. The
Rule was scheduled to become effective January 12, 2011. Proposed SEC Rule 151A would



define certain indexed annuity contracts as not being annuities and, therefore, subject to
securities regulation. The SEC will be required to conduct a thorough review of the effect of the
Rule on "competition, efficiency and capital formation." No timetable for the SEC review has
been established.

Best Practice of the Month i Customer Friendly
Communications

As computer technology continues to dominate corporate communications, your customers feel
more and more like a number. Let’s face it, a pleasant human voice saying “Your call is very
important to us” is not taken very seriously as you hear it endlessly repeated as you are dumped
into the “hold” mode. These same hollow communications are probably at work in your
communications to your customers too. You have a great opportunity to let your customers
know you really value them with every premium notice, annual statement and letter. Take
advantage of it. Here are a few tips:

e Drop the ‘Valued Customer” address I S,

and use the person’s name. As you \
know, nothing is more pleasing to a -
person than acknowledgement. -

e Be human and personal. Say “l am
pleased to let you know...” instead of
“Our Company has decided...”

e Put the name, address and phone
number of a real live person on each
communication.

e Drop all terminology that make it seen
that the company is on a higher plan 7
than the customer. “Please feel free to contact” and “please submit” need to be replaced
with “Please call me at” or “please send” so that you encourage warmth rather than
freeze it out.

e Communicate at an 8" grade level. Run every communication through the Word
readability check to be sure.

¢ Coordinate the messages from every department and system so that the tone is
uniformly friendly.

e Landscape premium notices and annual statements so that the numbers are easy to
read with important numbers highlighted, not buried with non-essentials.

e Always include the name of the servicing agent or advisor and include a phone number
where your customer can talk with a real person.

e Take every opportunity you can to let your customer know that their business is
important to you and that their policy is valuable, something to be protected.

e Do an annual review of all communications and make sure they fit all these criteria and
you will some have happier customers who will feel appreciated and will trust you
enough to make you their life-long partner in providing for their financial needs.




Wh a t Wedre Up to at t he Kennet

We are working on some great compliance projects with IMSA members including strategic
compliance plans, compliance management plans as well as completing work on an
independent assessment and coaching on attestation for membership renewal. As you know,
we have wide expertise and experience with more than 50 companies and can be a valuable
resource for whatever compliance challenge you are facing. Call 352-505-0705 or email us at
kkalis@aol.com with any questions you have or for help with any compliance project.

IMSA?........we can help

A Holiday Poem

Here is a great poem from a colleague in compliance! What a great effort. It takes a lot to be a
poet; but a compliance poet is more special stilll Read more compliance stuff on Cailie’s blog
below:

http://www.lifeinsurancelawblog.com/2009/12/articles/filing-strategies/twas-the-night-before-filing-
/?utm_source=feedburner&utm_medium=feed&utm_campaign=Feed%3A

‘Twas the night before filing . . .

Posted on December 24, 2009 by Cailie Currin

‘Twas the night before filing, and all through the joint,
Not a pencil was moving, ‘cause none had a point.
Every ‘t’ had been crossed, every ‘i’ had been dotted,
All the coffee was drunk, every stomach was knotted.
New York compliance cert’s dated and signed.

We’d assured the signer she’d never get fined.

PDF’s were all ready, uploading begun,

We at Currin Compliance were up for some fun.

But wait, just a minute, something’s not right.
Some brackets are missing, my God, not tonight!

It's that damn interest rate, with which we’d been fussing.
The percentage is good, but the bracket’'s gone missing!
We jumped into action, typing like mad.

We Adobed that thing, putting back what we had.
We quickly revised that bad SOV.

And made it compliant, Cailie and me.

And now we’re so ready, to put it to rest.

Submit it on SERFF. We gave it our best.



mailto:kkalis@aol.com
http://www.lifeinsurancelawblog.com/2009/12/articles/filing-strategies/twas-the-night-before-filing-/
http://www.linkedin.com/in/cailiecurrin

We hope when returning the next working day,

The approval we seek, will be heading our way.

But for now we head home, it's done and we’re leaving.
And to you, Merry Christmas, and to all, a good evening.

Resolutions of Jonathan Edwards (1722-1723)

oukhwbr

~

...Suzanne Seay

Never to lose one moment of time, but to improve it in the most profitable way | possibly can.

To live with all my might, while | do live.

Never to do any thing, which | should be afraid to do if it were the last hour of my life.

To be endeavouring to find out fit objects of liberality and charity.

To maintain the strictest temperance in eating and drinking.

To be strictly and firmly faithful to my trust, that that, in Prov. xx. 6. ‘A faithful man, who can find?’ may not
be partly fulfilled in me.

To do always what | can towards making, maintaining, and preserving peace, when it can be done without
an overbalancing detriment in other respects.

Not only to refrain from an air of dislike, fretfulness, and anger in conversation, but to exhibit an air of love,
cheerfulness, and benignity.

Never to do any thing but my duty, and then, according to Eph. vi. 6-8. to do it willingly and cheerfully, as
unto the Lord, and not to man: knowing that whatever good thing any man doth, the same shall be receive of

the Lord.

10. Let there be something of benevolence in all that | speak.

Ken Kalis
Serve the LORD with Gladness!

352-505-0705

IMSA?........we can help!

Happy New Year!




