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Reopen Applications
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Advisors can reopen a closed application from Partner Dashboard by clicking on the closed application: 
1. Once the case has been opened, click the “Enable Edit” button. The “Reopen” button will be enabled.
2. Click the “Reopen” button. A pop up window will show, asking the advisor to select a reason for why the 

application is being reopened.

Reopen application for advisors



Reopen: application 
eligible 
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Reopen: application eligible
• Applications are determined ineligible for reopen as per the criteria on slide 13. The following message will be 

displayed when the application is reopened successfully. There is no limit for multiple reopens.



|5 Legal & General America

Reopen: application eligible
When an application is eligible for reopen:
• Email:

• An email will be sent to the Policy Owner (when PI≠PO) and to PI (when PI=PO). Agency (BMGA1 or GA) will be blind copied.
• The email can be suppressed within agency preferences.

• SMS:
• An SMS will be sent to the Policy Owner (when PI=PO).
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Reopen: application eligible
If a policy is successfully reopened, a label marked “Reopened” will be displayed:
• Policy status will move to “Further Evidence Required” or “Underwriter Review” based on if there is additional 

evidence required. If required, an evidence card is generated in “Action Needed” status.
• Once a final decision is made, the “Reopened” label will no longer display.
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The following criteria is used to determine whether or not a lab needs to be ordered when the application is 
reopened. If a valid lab is not included with the application, one will be ordered automatically:
• Applicant’s age is between 61-80 years and lab draw date is greater than or equal to 6 months, a new lab will 

be ordered automatically.
• Applicant’s age is between 20-60 years and lab date is greater than or equal to 12 months, a new lab will be 

ordered automatically.
If a lab is needed, a new exam evidence card will be created and a lab order placed.

Reopen: application eligible
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Reopen: application eligible
If the option to “Send to Applicant” is selected to update health history:
• Email:

• An email will be sent every other day for 14 days from the date that the reopen was requested. Agency (BMGA1 or GA) will be blind copied on the first 
and last emails. This cadence will stop once the updates have been made.

• When the applicant clicks on the “Update Application” link within the email, he/she will be redirected to the application summary page to make updates.

• The applicant can only make updates to the health history section.

• SMS:
• An SMS will be sent every other day for 14 days from the date that the reopen was requested. This cadence will stop once the updates have been 

made.
• When the applicant clicks on the “Update Application” link within the email, he/she will be redirected to the application summary page to make updates.

• The applicant can only make updates to the health history section.
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Reopen: application eligible
• When a closed application is reopened for “New Medical Information” or “New Financial Information,” an email 

will be sent to the advisor notifying him/her to upload evidences.
• After clicking the “Upload Document” link in the email, the advisor will be directed to the “Manage Application” 

page to enable Edit mode and upload document as displayed in next slide.
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• Advisor can upload documents for reopened application under category ‘Application’ and subcategory 
‘Reopened Application’ only in Edit mode after Reopen is successful.

Reopen: application eligible
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• Uploaded documents can be seen under Inbound/Outbound Comms section.
• Multiple documents can be uploaded.

Reopen: application eligible
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• When an applicant or advisor updates the details in the application as part of Reopen, they will be 
highlighted in orange on the summary page.

• This process is similar to the BAU Amend Application process.

Reopen: application eligible



Reopen: application 
ineligible 
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Applications are determined ineligible for reopen if:
• Advisor license expired
• Applicant’s age is between 20-60 years at the time of reopen and the application signature date is greater than 

or equal to 13 months
• Applicant’s age is between 61-75 years at the time of reopen and the application signature date is greater than 

or equal to 7 months 
• Applicant’s age is above 75 years at the time of reopen
• Application date is greater than 60 days and the applicant’s health history has recently changed
• Application was previously declined

Reopen: application ineligible 
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• A popup window will appear explaining the reason for why an application is ineligible based on the reasons 
on slide 13. In this sample screenshot, the applicant’s age is above 75 years.

Reopen: application ineligible 
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Reopen: application ineligible
When an application is ineligible for reopen because it was previously declined:
• Email:

• An email will be sent to the Policy Owner (when PI≠PO) and to PI (when PI=PO) explaining why the application is ineligible for reopen.
• The email can be suppressed within agency preferences.

• SMS:
• An SMS will be sent to the Policy Owner (when PI=PO) explaining why the application is ineligible for reopen.
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• If a policy is declined, a label marked “Uninsurable” will be displayed.

Reopen: application ineligible
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Reopen: application ineligible
• If the advisor tries to reopen a declined and “Uninsurable” policy, a popup message is displayed.



Questions? 
Contact your distribution 
representative. 


