Life’s brighter under the sun

GROUP SHORT-TERM DISABILIT Y

Great service—guaranteed
Sun Life is pleased to offer a Short-Term Disability (STD) service guarantee that
covers the speed and accuracy of our claims processing, our responsiveness, and the
policyholder’s overall satisfaction.

Our Service Guarantees:
Claims service
We will adjudicate all new claims within 5 business days of receipt of a completed
claim packet, or follow-up for missing information. Our claims determinations will
be 100% accurate at least 98% of the time.1

Customer service
We will respond to all telephone calls from policyholders and claimants within 1
business day.

Overall satisfaction guarantee
We’re committed to service. If a policyholder is not satisfied with their Sun Life
experience—for any reason—we will provide payment under this section.
If we do not meet the terms of a guarantee, a policyholder may request in writing a service guarantee review.
Sun Life will determine whether it failed to meet the guarantee and whether a payment is made. If the
request is approved, payment will be made by check during the policy year, as long as the policy remains
in force during this time. Sun Life’s maximum liability under this guarantee for any policy year is limited to
the lesser of 3% of the policyholder’s annual STD premium or $5,000. The maximum payment for a breach
of any one component is one-third of the maximum liability (lesser of 1% or $1,667). If a policyholder has more
than one line of insurance coverage, the Overall Satisfaction component will be paid only if the service issue
arises under this guarantee.

To learn more, call your broker or our Employee Benefits Internal
Sales Desk at 877-736-4739.
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1. If claim packet is not complete, we will request additional information within 5 business days. Claim determinations will be accurate in accordance to the
underlying plan document.
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