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I’m thrilled to share our Group Benefits Year 
in Review for 2022. The work we did over 
the year was to ensure that we were there to 
support your evolving needs. 

Last year, we continued to innovate and expand the health-care solutions we offer in support of your employee and 
organizational health goals, including:
• Mental health solutions, such as a digital health hub for employees to access the care they need in one place. 
• Our new Mental Health Coach, which aims to reduce absences by engaging “at-risk” employees in mental health treatment.
• Expanded DE&I supports. We improved our Family Building program with enhanced coverage for fertility treatments 

and surrogacy benefits. 
• Industry-leading research and insights. Our thought leadership and industry advocacy shape our future innovations and 

broader industry directions. We partnered with Ipsos to undertake first-of-its-kind research on the intersection of DE&I 
and group benefits plans. 

We also undertook research and advocacy work in several other areas, including:
• Ongoing advocacy at both the provincial and federal levels to help ensure your best interests are represented on files 

such as universal pharmacare and drug formulary amendments.
• A look at the impacts of long COVID, highlighting risks to the workplace and the actions employers can take to mitigate 

its impact.
• Our latest Designed for Health report, which focuses on long-term disability claim trends – with an emphasis on claiming 

patterns through the pandemic. The report also incorporates drug claiming data to add further context to these trends. 
It highlights potential risks to employee health that may drive future claims. 

Through our work, our goal is three-fold. To offer you: 
• Exceptional, personalized service. Our teams are here to provide flexible and responsive support to you and your employees. 
• Inclusive and value-driven health solutions. Effective, sustainable solutions that support your employees’ diverse 

life experiences. 
• Ahead-of-the-curve health insights. To help you understand current trends and those on the horizon. These insights 

can help you and your organization prepare for and manage these changes. 

Many of our actions and insights outlined in this report will provide you with benefits for years to come. As we move into 
2023, we’ll further enhance our supports across the health spectrum. 

Thank you for your continued trust and partnership. 

Marie-Chantal Côté

Senior Vice-President, Group Benefits
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97% 97%

Providing exceptional service through innovation

Life can get hectic. That’s why we continue to enhance our digital experience. We’re making it easier for your employees to 
manage their benefits.

Our focus remains on helping 
you and your employees
• Service Excellence – Solving your problems 

and addressing your needs. 
• Enhancing Operations – Embedding agile best 

practices, AI and automation into our practices 
and processes. 

• Diverse Talent – Developing a diverse, flexible 
and engaged workforce that delivers a 
consistent and high-quality experience.

Here is the result of these actions: 

97% of all health and dental 
claims are digital submissions 

97% of health and dental claims 
are paid within 2 business days 

The increased use of digital communication is leading to enhanced engagement with your employees.

Learn more about how we’re making claims processes easier for your employees. 
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Here are some of the key capabilities we’ve introduced this past year 

Ella, our Digital Coach, and 
Amazon Alexa are here to help 
Ella provides helpful tips as users navigate 
mysunlife.ca and the my Sun Life mobile app.

Plan members can easily link their Sun Life 
account with Alexa1 through the my Sun Life 
mobile app. Using Alexa, your employees can 
submit claims, check coverage balances, find 
coverage information, use Lumino Provider 
Search and more.2

Similarly, it’s now possible for your employees3 
to do a health check-in with Alexa. 

Ella and Alexa help your employees get relevant 
information quickly. And educate them on how 
to use their benefits plan to support their health 
and wellness needs.  

¹ Amazon, Alexa and all related logos are trademarks of Amazon.com, Inc. or   
 its affiliates. 
2 Features available will vary based on plan, policy or contract.
3 Available to employees who access their Sun Life account through Amazon  
 Alexa. 
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Tracking claims is easier 

New Explanation and Coordination of 
Benefits enhancements
On the my Sun Life mobile app, users are able to see an 
Explanation of Benefits (EOB) message. It will tell them 
how we evaluated their claim. 

Employees can also submit medical-related Coordination 
of Benefits claims (COB)* on the my Sun Life mobile app. 
Be sure to share our brochure, with its step-by-step guide 
on submitting COB claims.

Client Care Centre (CCC)
New processes and technology improve our interactions 
with your employees, including: 

• Simplified steps for completing online transactions.
• Plain language to improve descriptions.
• Increased self-serve options, ensuring we process 

claims more accurately.
• Added functionality to the my Sun Life Mobile app, 

including COB and EOB.
• New channels: Chatbot and Voice – Amazon Alexa.

We’ll continue to listen to your feedback and strive to meet 
your expectations and satisfy your specific needs.
 
 
* Claims can be made for the Medical e-claim category only. Submissions for Vision, Drug   
 and Dental categories, or changes to the COB should continue to be made on mysunlife.ca.  
 Availability based on plan design.
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Our Best in Health solutions help keep your employees healthy

You need solutions that are cost-effective and can meet 
your organization’s unique needs: 

New products in mental health help ensure 
you can create a safe and productive work 
environment. 

Our new Family Building program helps your 
employees looking to start or grow a family, in 
different ways. 

Innovative virtual care programs can help your 
employees stay healthy from the comfort of 
their home.

Keep reading to learn more.
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94% 72%
2.8 

weeks

A personalized and proactive approach to mental health

Mental Health Coach
The Mental Health Coach (MHC), provided by CloudMD is a new prevention-focused service. It engages 
employees who are most at risk of mental health related absences. It prompts them to access care before their 
symptoms worsen. All coaches are licensed health-care professionals who can guide and support employees 
towards improving their mental health. It’s available to organizations with 50 or more employees.

We’ve seen positive results with employees taking action to improve their mental health. 

94% of people who used the 
service reported experiencing 
a positive health outcome.

72% of those reassessed for  
anxiety noticed “major 
improvements” in their condition.

There was a 2.8-week decrease in 
short-term disability duration, for 
claims that resolved as return to work.
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A focus on mental health

Virtual mental health services
This year, we launched two new services through Lumino Health Virtual Care, powered by Dialogue: 

• Employee Assistance Program (EAP) and 
• Stress Management and Well-Being Program (SM&WB). 

You can read more about both of these solutions in our section on virtual care. 

Employer stories on improving workplace mental health
Sometimes it can be hard to know where to start when it comes to addressing workplace 
mental health. In these videos, you’ll hear from your peers on how they’re implementing 
mental health strategies in their workplaces. 

• Fluor Canada, a leading engineering firm, told us about the steps they’ve taken to 
improve employee mental health. 

• KPMG, a global network of professional firms providing audit, tax and advisory services, 
shared the importance of leaders setting an example when it comes to mental health. 

Our Mental Health Case Studies also share success stories of how employers like you 
developed and implemented mental health strategies to support employee wellness.

A new podcast with Olympian Silken Laumann! 
Silken Laumann, Olympian, inspirational speaker and author, sat down with our 
very own Marie-Chantal Côté, Senior Vice-President, Group Benefits. In this 
insightful podcast, Silken and Marie-Chantal discuss building resilience. It’s a 
great resource that will give you some guidance on fostering a resilient workforce.
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The role of leaders

Mental health in the workplace
Stat: Every week, 500,000 Canadians miss a day 
of work for mental health reasons.

Dealing with mental health issues in the 
workplace can be a challenge. Our Mental 
Health Strategy Toolkit helps you create 
a custom mental health strategy for your 
workplace. It provides specific guidance, tools 
and resources to help support your team’s 
mental health.
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The role of leaders

Diversity, Equity and Inclusion 
Diversity, Equity and Inclusion (DE&I) are crucial to help attract and retain 
talent. A majority (60%) of job candidates said they would decline a job at a 
company that didn’t value workplace diversity. However, benefits plans have 
been largely left out of the DE&I conversation. 

Canada is facing the tightest labour market in recent history, and employee 
attraction and retention are front and centre. Also, there’s a growing need to 
support employee health – both physical and mental – post pandemic. A strong, 
inclusive group benefits plan is more important than ever to help you achieve 
your organization’s goals.

Gender affirmation
Sun Life’s gender affirmation coverage helps diverse employees, and their 
dependents, be their authentic self. This optional coverage is available through 
Extended Health Care plans. It helps to supplement the coverage for surgeries 
with additional financial support. 

Many public health-care plans don’t cover transitioning gender surgeries. 
Supporting those going through this process is a necessary step as we continue 
to promote diversity and inclusion. 
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Helping Canadians with adoption, fertility and surrogacy 

Family Building program
Stat: Employees who had workplace coverage for fertility 
reported being 62% more likely to remain in their job for a 
longer period.

For many, the fertility, adoption and surrogacy processes 
can be expensive, complex and stressful. Our new Family 
Building program benefits help support plan members 
looking to start or grow a family. Providing this coverage 
can help your organization’s DE&I initiatives. This helps you 
attract and retain top talent.

The program has expanded to include three new benefits, 
in addition to existing Fertility Services, to help eligible 
employees, and their dependents, start and expand their 
families:

• Fertility Services benefit: Provides coverage for 
eligible fertility expenses.

• Surrogate Medical benefit: Reimburses surrogate 
medical expenses, such as lab services, testing and 
procedures. 

• Surrogate Non-Medical benefit: Provides coverage for 
eligible wellness expenses related to the surrogate, such 
as prenatal fitness classes and vitamins. 

• Adoption benefit: Reimburses approved expenses 
incurred as part of the adoption process, such as legal 
and agency fees.

You can find the maximums, limitations and 
exclusions that apply to these benefits here. 
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Absence and disability management

Musculoskeletal (MSK) Health Strategy Toolkit 
Approximately 20% of disability claims come from MSK issues. Employees 
who lift, stand, sit or repeat movements are most at risk. Health-care workers, 
labourers, machine operators and clerical workers are prime examples. 

The Musculoskeletal Health Strategy (MSK) Toolkit can help with these 
concerns. This toolkit can:

• increase productivity,
• lower absence rates, and
• help those with an injury achieve a safe and sustainable return to work.

Help keep your employees healthy and pain-free by taking a look at our toolkit. 
It provides a step-by-step approach on how to build an MSK strategy to help 
address injuries and disability incidence. 

Accommodation Services
We’ve partnered with Homewood Health to offer Accommodation Services as part 
of our suite of Salary Continuance solutions. It can be difficult to understand how 
to support employees who need accommodation to remain in their job. This new 
service gives you consulting support to find solutions. By helping employees with 
accommodations, you can keep your employees healthy and productive at work. It 
can also reduce the need for long-term absences. 

This is a vital part of having a strong absence and prevention management strategy.
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Helping you manage rising drug costs

Drug benefits and plan sustainability
Drug costs are the largest component of most benefits 
plans. The sustainability of drug benefits is a top concern 
for employers who sponsor a benefits plan. 

The pillars of our strategy focus on:

(1) Plan Sustainability. Through innovative 
solutions, we aim to help you control costs 
despite challenging market trends and rising 
pharmacy expenditures.

(2) Employee Experience. Your employees have 
access to clinically proven, cost-effective drugs 
when using their drug benefits. Your employees 
are key stakeholders in plan sustainability. 

(3) Health outcomes. We measure the impact of 
our solutions on your plan and in helping your 
employees live healthier lives. 

This year, we’ve been developing new solutions that you’ll 
hear more about in 2023:

• An enhanced Preferred Pharmacy Network (PPN)
• Optional Biosimilar Management programs
• A *new* Opioid Management program.

In addition to these, we continue to negotiate 
Product Listing Agreements (PLAs). These 
have saved our Clients over $560M since the 
program’s inception.
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92% 76%

Our insights help you navigate a changing landscape

Diversity, Equity and Inclusion report
Employers are taking many actions to embed DE&I into their workplaces. However, 
benefits plans have largely been left out of the DE&I conversation. Until now. 

92% of members from 
diverse groups value group 
benefits plans.

76% said benefits plans play an 
important role in attracting and 
retaining them as employees.

Diverse organizations have an advantage in attracting and retaining talent, with 
proven business outcomes. We want to help all organizations improve their 
diversity, equity and inclusion (DE&I) initiatives. It’s not only good for business, it’s 
the right thing to do. 

That’s why we partnered with Ipsos. We wanted to better understand how 
members from diverse communities use, perceive and value their benefits plan. 

The diverse communities we surveyed include: Black, Indigenous, 
Other Races/ Ethnicities, LGBTQ2+ and Persons with Disabilities.

Download our report to find out more.
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Our insights help you navigate a changing landscape

Designed for Health report
With the pandemic evolving and more people returning to the office, we’ve seen the disability claims landscape 
change. Our new Designed for Health report is here to help you better understand how this impacts employee health. 

Some of the trends we uncovered include the following:

• Mental disorder claims continue to be the main driver of claims overall.
• Many people delayed or missed screenings due to the pandemic. This may cause cancer and circulatory claims 

to increase in the coming years.
• Musculoskeletal-related claims are likely to begin to rise as more people return to work and a more normal life. 

Download our new report. It can help you take a proactive approach to address mental disorders, and other 
drivers of disability, in your workplace.

Bright Paper reports to help you stay ahead of the curve
This year, we’ve included several reports, with topics ranging from disability management to COVID-19 to mental 
health. They include:

Long COVID: Reduce the impacts of long COVID in your workplace

Mental Health Case Studies: Real-life examples of three employers who have developed and implemented 
mental health strategies – and the successes they are beginning to see.
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A look ahead at what we’re working on for 2023

Service excellence
We’re working on enhancing your administration experience. We’ll focus on service billing 
and digital enrolment to help ease your administrative burden. Here are some of the things 
in progress:

Improving your employees’ service 
experience
• Enrollment: A new digital 

enrollment tool for our Sun Life 
administrated (Insured Admin/
IA) Clients with traditional plans. 
This will be a simplified scalable 
digital solution that will enable 
digital engagement.

• Mysunlife.ca: Increasing chat 
options and availability.

• Client Care Centre: Sentiment 
analysis, so we can understand 
how your employees feel when 
they call us.

• A predictive data analytics tool 
that uses Artificial Intelligence 
(AI) to flag those having a 
service issue.

Improving your administrative 
experience
• Enhanced workflow and project 

management tools to reduce your 
administrative work.

• Technology improvements to 
HRIS and Payroll systems and Per 
Diem adjustments.
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A look ahead at what we’re working on for 2023

Inclusive, value-driven solutions

Diversity, Equity & Inclusion (DE&I)
Group benefits and DE&I initiatives continue 
to intersect and have become a major focus for 
many of our Clients. Following our research, 
we’ve been able to gather what they’re really 
looking for.

We’ll launch a DE&I group benefits playbook. The 
playbook will showcase products and solutions 
that can help you diversify your benefits plan. 
It can also help you further your overall DE&I 
strategy. 

In addition, our Integrated Health Solutions team 
will embed new DE&I best practices into our 
organizational health assessments. This helps to 
ensure that Clients incorporate these practices 
as part of their overall well being strategy. We’ll 
also embed these best practices in training, 
reporting recommendations and our toolkits.

Indigenous health
Our research showed us that members from 
diverse backgrounds place more value on access 
to complementary and alternative medicines 
within their plans.

We’re working on coverage for culturally 
relevant and meaningful practices that are a 
part of Indigenous health and wellness. This will 
provide coverage for medical expenses such as 
traditional elder healers and ceremonies. 

Mental health 
Mental health is top of mind for employers and 
employees. It also continues to be the leading 
cause of workplace absence and disability. Here 
are a few of the key projects we’re working on: 

• Enhancing our self-serve mental health 
resources, such as manager mental health 
training and other content. 

• Evaluating new supports for people 
experiencing substance use problems. We’re 
looking at early intervention solutions to help 
those at risk earlier in their journey, before 
their problems worsen. 

• Expanding our Mental Health Coach to 
support employees returning to work from a 
disability leave. 
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A look ahead at what we’re working on for 2023

Absence and disability management
When an employee goes on a disability leave, it can be one of the most challenging times in their life – not only 
when they go on leave, but also when they return to work. We want to help you and your employees with absence 
prevention and management solutions. In 2023, we’re continuing to work towards: 

• helping you understand what solutions are available, and 
• how those solutions can align with your organization’s unique needs.

Our digital roadmap is also a key priority. The pandemic showed us the benefit of timely information for 
disability claims. Faster triage leads to quicker treatment and better health outcomes. One area that will help 
us increase efficiency is the digital exchange of information between our teams, employees, plan sponsors and 
medical professionals. 

We’re also enhancing our approach to assessing psychosocial factors in disability management. Working with a 
third-party provider, we’ll gather additional details about an employee’s absence and how these factors affect 
their recovery. Our goal is to better identify how: 

• we can help them in their recovery and 
• to manage claims more effectively.

Drug benefits
We’ll transition our pharmacy benefits management to Express Scripts Canada in the coming months. We 
continue to work to ensure a smooth and easy transition for you and your employees. 

We expect the pharma landscape to continue to be an area of focus for governments in 2023. We’ll continue to be 
at the forefront of advocacy work. Our goal is to ensure the best outcomes for your group benefits plan. 

Organizational health 
An organizational health assessment 
examines your organization’s overall support 
for employee health and wellness. You’ll get 
actionable recommendations for areas that 
need improvement from this report. However, 
conducting these types of assessments requires 
resources that many small businesses don’t 
have. We’re creating a self-serve tool to help 
small businesses identify areas of strength and 
opportunity, along with how to take action.
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A look ahead at what we’re working on for 2023

Ahead-of-the-curve insights
In our constantly changing landscape, you need access 
to information and research on emerging trends and hot 
topics. We’ll continue to bring you the latest in our Bright 
Paper reports and other media to help you understand: 

The changing landscape of group benefits

Key topics including mental health, chronic 
disease, drug benefits and DE&I

We look forward to bringing the best in health to you and 
your employees in 2023, and beyond.
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