
Fair Claims Handling & FSRA Submission

Dear members,

After many months of pandemic-focused advocacy, we’re currently engaged on two
non-Covid-19 advocacy (or advisory) fronts with FSRA.
As a member of FSRA’s Health Service Provider Stakeholder Advisory Committee (HSP SAC) I
have just this morning submitted the SAC’s feedback to FSRA UDAP consultation. Not yet in
the public domain, the SAC was given the opportunity to respond to the first blush of FSRA’s
proposed changes to the Unfair and Deceptive Practices regulation. Simply put, the UDAP
guides the regulator in its response to bad actors (insurers, providers) in the sector.

With less than a week to do so we were asked to come up with a consensus response. The ORA
played a key role in making this happen. (Pause for self-congratulatory back-patting).
We took the same principles-based approach in our response to mirror FSRA’s shift to principles
from prescription. Though undoubtedly flawed do to the speed with which we had to work, and
though I’m pretty content with the outcome, excerpted below.  I would love to hear your
thoughts.

The following would be a UDAP:
Conduct that does not meet the standard of examining and settling claims fairly.

Principles of fair claims handling include:

# 1: Good Faith
Providing  access and supporting claimants in finding coverage for purchased benefits
where such coverage exists within the policy to maximize their recovery in the most
expeditious manner, and where not doing so negatively impact recovery.

# 2. Timeliness
Expeditiously facilitate delivery of goods and services recommended by regulated health
care practitioners to maximize and speed recovery. In the event that goods and services
are denied by the insurer, this principle extends to the expeditious arrangement of the
appropriate examination(s) and, subsequently, the timely delivery of the report and the
insurer’s determination regarding the issue(s) in dispute. The expectation of timeliness
additionally applies to the payment for approved goods and services.



#3 Accountability and Transparency
Accessible accountability mechanisms to enable: a) the reporting of suspected violations;
b) the issuing of penalties significant enough to effectively discourage such violations;
and, c) ensuring transparency through public posting of confirmed violations to support
consumer education and protection.

It remains to be seen where and how this lands at FSRA.

Send thoughts, stay tuned and stay safe,

Laurie Davis, Executive Director
Telephone: (705) 957-4733
51 Sophia Street, Peterborough, ON K9H 1C9


