
 Useful information
The same rules apply to a client who has signed  
a contract in the past 18 months or to an individual  
who has requested information about a product  
or service in the past 6 months. Make sure to  
record this information, it is important.

 Useful information
The following information must appear in your email:
– 	� Your business name and the name of any person on behalf 

of whom you are sending the message
– 	� A current mailing address and phone number, an email 

address and a website address
– 	� Accurate contact information which will be valid for at least 

60 days after the message is sent
– 	� There must be a mechanism for unsubscribing

If the message is being sent after a referral:
– 	� the message must explain that it is being sent due  

to a referral; and
– 	� only one message may be sent to the referred contact.

 Useful information
Calls may be made:
–	 Monday to Friday, 9:00 am to 9:30 pm
–	 Saturday and Sunday, from 10:00 am to 6:00 pm

Your number must be displayed, you cannot block it.
You must state your name, title and company at the beginning  
of the conversation.

At the prospect’s request, you must provide a phone number  
(local or toll free), email or mailing address.

Messages left on voicemail must be responded to within  
3 business days. Your voicemail greeting must state this 
response time.
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Decision tree - Solicitation
First solicitation contact by the advisor. Is this a client or a prospect?

CLIENT
How will the client be contacted?

Phone
Is the client  

registered on  
the DNCL?

The advisor may contact 
the client only to  

discuss products the 
client already has 

(after-sales service).

The advisor  
may contact the client  
to offer a new product, 

promotion or other 
follow up.

PROSPECT
How will the prospect be contacted?

Phone
Is the prospect registered on  
the DNCL / internal DNCLs?

The advisor may 
contact the 

prospect to offer 
a new product, 

promotion  
or other  

follow up.

In the past  
6 months, has  
the prospect 

made a request 
for information  

or provided 
express consent 

that would 
authorize  

a call? 

Yes

The advisor is not authorized  
to call the prospect.

No Yes

Yes

The advisor  
is 

authorized  
to send 

emails to  
the client.

The advisor 
is not 

authorized 
to send 

emails to 
the client.

No

NoDNCL: National Do Not Call List
DNCLs: Internal Do Not Call Lists (internal DNCLs)
CASL: �Canada’s anti-spam legislation which prohibits the sending of 

commercial electronic messages without the consent of the 
recipient, including email, social media and text messages. 

Yes

Yes

No

No

Yes

Is the message  
about after-sales 

services related to  
an existing product?

Has the prospect  
unsubscribed since then?

Yes

Email or social media
Is the client 

unsubscribed from  
our mailing lists? No

No Email or social media
Has the prospect provided  

express consent for  
this type of message?  

or
Has a request for 

information been made  
in the past 6 months? 

or
Was this a referral and  
was it the first and only  
message sent to them?

Notice of Liability: This tool provides a summary of key principles only and is not intended to be a comprehensive summary of obligations under, for example,  
the CASL or the National DNCL. It does not constitute legal advice and is provided for informational purposes only. It excludes any other obligation related  
to your particular situation or required by your firm. It may not be up to date at the time of its use and cannot be considered to cover all possible solicitations. 
For more information about the regulations and possible exceptions, please consult your compliance department, or the National DNCL or CASL websites. 
Industrial Alliance Insurance and Financial Services Inc. (iA Financial Group) and its subsidiaries are not responsible for results provided by this tool.


