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What is Self-Service?

Self Service is accessed through the Adviser Site and allows Advisers to view and request
in-force policy alterations online. The mobile responsive design means Self-Service can be
easily accessed on any device.

Self-Service capability provides Advisers with the convenience to submit alteration requests

directly online resulting in faster processing times, and the ability to make certain real time
updates to policy detalils if they hold an authority on behalf of that client.

The Self-Service platform has been developed with mobile responsive design. This means
you are able to access and easily use Self-Service from your Desktop, Laptop, Tablet or
Mobile device.

Access to Self Service

A link titled “Self Service” has been added to the

Adviser Site menu. When you select this link your
logon credentials will be authenticated via Single Sign @
on. 1>

Good Moming AIMIS5612

Datafeed Registration/Cancellation

I Self Service
Policy Search / Reports 3

Commission Statements

New Quotes and eApp Express 3




Search Functionality
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The Search menu is located on the left hand side of the Self Service screen

Enter information on the Search fields to return a
list of matching policies.

You can search by:
e  Policy Number
e Life Insured Name
(First name and/or Last name)
. Life Insured Date of Birth

— SEARCH —

Policy Number

Name

E—

Date of Birth

e

SEARCH
RESET

In the Mobile/Tablet view, the Search menu is
opened using the Search icon on the top right.

POLICY

If more than one policy is found, a list of results will
be displayed. Select anywhere on the results line
to open the policy.
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You can change the order of the policies by POLICY

clicking the column headings e = — — e e
T T — S—
SIS DUOKDWODK  BREsSE ARt Ao oreas ALA sy
. -
o e e e prm——
. -
o e e e -

meONO  LAGOGUICHOL  DIENIST  RRm canceLLEn [

The Search result view is designed to adjust for
optimal use on Mobile and Tablet devices. Column

L . . POLICY
sorting is not available on these devices.
Q AN AR
DOB:
Product PP13
Status LAPSED

Commencament Dale 14012014

Q A0 PHGE
DOB:
Product: PP13
Stalus ACTIVE

Commencement Dale  22108/2013

o ESKOKK BN
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Policy Detail Screen

The Policy Detail screen contains basic information about the policy and a list of services
available to access through Self Service.

The policy information displayed on this

screen includes: G smsas | sassamcs |
. Product — SEIROH — paiCY
. Commencement Date — Q
e Status [ e
. Payment Frequency e e
. Anniversary Date ==
e  CPI Applied =
Pl < ]
——— SIATS ——
== =
o
This main screen also provides the additional G MR | sarsewce o |
services available including: — sEROH — poucy
e  Creating a Service Request — -
e  Update Address Details = e
. Update Bank Account or Credit s A
Card Details
. . AR
e  View History for Address and ,
Bank/Credit Card updates = :l:llm
e Creating a Claim — I8 —

Note: If you do not hold an existing authority from your Client, the “UPDATE’ buttons above will be disabled and the following
message will appear at the top of this screen. Click on the ‘Adviser Authority form’ link to download a copy of the form and
once AlA has received a signed copy of this form, the ‘UPDATE’ buttons will be enabled and you will be able to access the
additional Self-Service functionality.

o <

You do not hove outharity to update this policy. Please submit o signed Adviser Authority form. If you believe you have oireody
submitted o signed outhority for this client, please contact AlA.

Product: TERM LIFE Status: NOT TAKEN
Commencement Date: 03/10/2001
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Service Request Functionality

The Service Request functionality allows you to submit the following alterations to AlA for
processing:

* Change in Payment Frequency

* Change of address

* Change of smoker status

+ Decrease in Sum Insured

* Increase in Sum Insured

* Lost policy Document Replacement

* Nomination of Beneficiary

» Policy Cancellation Request

*  Remove CPI

*  Stop Debit

*  Supplementary Application for V

* AlA Super — Change in Payment Frequency
* AlA Super — Decrease in Sum Insured

* AlA Super — Increase in Sum Insured

* AlA Super — Lost policy Document Replacement
* AlA Super — Nomination of Beneficiary

* AlA Super — Policy Cancellation Request

* AlA Super — Remove CPI

* AIA Super — Rollover Benefit Statement



Create a Service Request
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To create a request, select
SERVICE REQUEST to start a
new task.

&SN ADVISER SITE SELF SERVICE
Qi

Procuct TRD SAMAX
Commencement Dt 271027014
Date of Bith

SEARCH RIES. JOX MAXXOX
msurec OB
RESET

CHRRENT ADORESS
Resontal Address.

2 Guean Stroat, Sydnay HSVY, 2000, AUSTRALIA

Postal ASress

40 Chaget S1, 31 Kl Fast, VIC, 314, AUSTRALIA

POLICY

o ‘

Owner. Seme as msured

u-r\ 1:5|rlr

The Create Service Request
screen will appear. All currently
available service types require
supporting documentation. Click
BROWSE to select the
document you want to upload.

Note: To return to the main
policy page, simply select the
Cross (X) on the top right corner
or press Esc key

0 CREATE SERVICE REQUEST

Policy Detess:

Upload Typs: Pomcy 1. Froem the fttach File section, cick Browse 1o chonss files 1o uplad

Insured Hamo rrpe 2. Salaet tha alovan. Sarvies Typo for sach e i 16 tha Files teady 14 upload Lablo

Coate ot 3 Click Croste Sorvice tn submst the upload

Poticy Number i Plosne Hoto:

Achager Code = Vald e types are: POF, JBG, DMP, GF, PG, LS. LSX, DOE, DOCX and TIFF
= A masimum fle sizs lme of 20 MB appiios 1o sach S

firmch Fila

Services Pending Confirmation
. - —

Services Cregted

b s sarvica Tysa Commants

sune Massaga Reterunca Ha.

Select the document you want to
upload.

W Cesktop »

=T %2] [ Scorch Desirop

v | Mewfoider
- F1 Name Show
Liap &1 PO - Inception POC Summary 2384xB
romcts ) PoCuzmave mxe
[ e Phacas 8% Presentation Checklist 1axe
8% Product Template - MaxLife Life Protect v2 0 [003) 84 KB
- = = quick quote Tnov 51 %8
E— = retro 1221 SHKE  JPEG image 16/12/201
e | Saving Paints to add to stories 2KB  Test Document 10/01/201
s ™ soLc 360 KB Adobe AcrobarD..  27/01/201
- @) soLc 2233%8 277017201
@) Staff CC For testing 12K8 3. 21/11/201
- G| Stary printout [003) 47TKB  Microsoft PowerP. 234087201
e @) Transfes Scenarios 6TKB  Microsoft Visio Dr...  15/07/201]
Groupl COMI & Ux-Apprentice- Templates.bmpr 2k 18/01/201)
groups AL ) Ux0L Bt Resonces 2 sA2/2016

apmo268 (A - 4 |

File name SDLC

The selected document will
appear in the Services Pending
Confirmation section.

The Service Type field is then
also available to select the
alteration you would like to
submit.

Mok Fle
Brwme., | 1 fles seincted

Services Pening Coanimatisn

Fie Hamo Sorca Type. Comments

Soucpat — Select &

Services Created
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Select the Service Type
associated with the document
from the drop down menu and
click CREATE SERVICE.

Servces Crested
Upon successful upload, the :::': ::m":‘mmmm Comments :‘:m :;"m — e
document will be listed under
Services Created with status
Uploaded Successfully.

MISIZIZSHGTT
Successhuty

« ., DIDYOUKNOW?
Submitting your request using a Service Request in Self Service will ensure your
— request reaches us sooner and is processed faster than if you were to submit via
e standard email or mail options.



Service Request Dashboard
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The ‘Service Request Dashboard’ displays the status of alteration requests submitted via a
Service Request only.

Note: Alterations submitted to AIA via other channels (e.g. phone, email) will not be
displayed on the dashboard. The dashboard is limited to the service types available in
the Service Request functionality in Self Service.

The Service Request Dashboard can be accessed
by selecting ‘SERVICE REQUEST DASHBOARD’
button on the left hand search panel.

Once selected, the dashboard appears on the right
side of the screen.

The dashboard is split into 2 sections:
1. Open Requests — will display all open
Service Request currently in progress and
include:

Policy Number

Insured Name

Service Type — the alteration
selected in the Service Request
submitted

Open Date — date the request was
submitted

Status — provides status of where the
request is at

Description — Further information
about that specific status

2. Completed Requests — displays requests
that were completed in the last 60 days or
less and include:

e  Policy Number

e Insured Name

. Service Type — the alteration selected in
the Service Request submitted

. Completion Date

Ei%  ADVISER SITE

SEARCH

Policy Number
Nama

Date of Bith

—— STATUS ——

SERVICE REQUESTS
DASHBOARD

SEARCH SERVICE REGUESTS - DASHBOARD

ey | -

G amasw | s

SEARCH

STATUS

s roists [l el
14918040 PR ———

10
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By default the completed requests will be minimised.
To expand this section, simply click on the ‘+’ symbol
on the right hand side of the screen.

EN MVSERSTE | SELFSERVI

— SEARCH — SERVICE REQUESTS - DASHBOARD

0PN REDRETS - 0TAL 100 RECTROS PN

S —

SR 0
SEARCH ' e —
E—j—
e

CEMPLETED SEGUESTS - T RCORTS NG

When selected, the completed section will expand to
display completed requests within 60 days or less.

SERVICE REQUESTS - DASHBOARD
SRS - T 0 RS A0

CampumFepese oy rew e veen i ne e v g b A e
T esabsh et s e g in b wstd nbberd

The Service Request Dashboard by default will
always display with the ‘Insured Name’ in
ascending order.

Every column can be sorted by hovering on the
column name and selecting the arrow that appears
or use the scroll panel on the right to search through
the list of requests.

SEARCH SERVICE REQUESTS - DASHBOARD

T

11
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Alterations

Change of Address Details

The current residential address details of the Client are

displayed on the Policy Detail screen. -
Select UPDATE to open the Change of Address screen. o (==
- -]

The address details are pre-populated into the relevant Q CHANGE INSURED ADDRESS ==
fields. You can update individual fields or choose to
remove all the current address information by selecting Resdenal s
Clear Residential Address. Country AUSTRALIA
Note: Separate addresses will be displayed if the Life . ~\:w i
Insured and Policy Owner are different people. s C'R'mm

Address Line 1 26 CHELTENHAM ROAD .

Address Line 2

Postal Address ¥ Same as Residental Address

Please note: Any changes made 1o the above address wil be automatically applied 10 any related
policies for this chent. I you do nat see all of the clients polcies isted on the confirmation screen for
this change, please check the client fisting i case this client has a dupicate 1D with AIA Austrakia. If
this is the case please update the address for the altemate chent ID as wel

When AU_STRAI__IA is selgct_ed as the Country, _the ) Q CHANGE INSURED ADDRESS i 5
address fields will be predictive. When you begin typing,
address details matching your entry will be suggested to Resideniol Address
you Country: AUSTRALIA v - Cleor Residentiol Address
Postcode 7000 .
Glebe, TAS, 7000
State
Hobart, TAS, 7000
Suburb / City
Mount Stuart, TAS, 7000
Address Line 1 North Hobart, TAS, 7000 -

Queens Domain, TAS, 7000
Address Line 2

West Hobar, TAS, 7000

Postol Address ¥ Same as Residential Address

Please note: Any changes made to the above address will be automatically appiied to any related
policies for this client. If you do not see all of the clients policies listed on the confirmation screen for
this change, please check the client listing in case this client has a duplicate 1D with AIA Austraka, If
this s the case please update the address for the altlemate client ID as well

12
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Selecting a suggested address will populate related

- Q CHANGE INSURED ADDRESS
fields for you.

Resadentiol Address
Country: AUSTRALIA . = Clewr Residentiol Address
Fostcade 3183 -
State | vic - *
Suburb | City St Kikda East *
Address Line 1 180 al -
Address Line 2 180 Alma Rd
St Kilda East, VIC, 3183
Pustol Address ¥ Same as Residenbal Address

UPDATE CANCEL

To enter a different Postal address, you can un-select (D coanse vsuren ooess -
the Same as Residential Address checkbox and the
Postal Address section will be expanded to allow you to e W
. . Gountry AUSTRALA <l .
enter different details. Posods. . -
side o
i T
Adtros 2
ool R
Country AUSTRAUA .. Cesr Postil Miress
Poscose
- "
Mt e T OETORROR] -

Select UPDATE when you are ready to submit your Q CHANGE INSURED ADURESS N
changes.

Residentiol Address.

couney AT +]v  Cewleiebiins

State viC d g

Suburb / Ciey StKilos East *

Adress Line 1 160al N

Address Line 2 180 Alma Rd

St Kikda East, VIG, 3183

Pastal hdress i Same as Residential Address

UPDATE CANCEL

You will get a message informing you if the update was Q S
a success. Confirm all the required policy numbers for
the Client are listed. If there are any policies missing for
the Client, please search and update these policies Q
separately.
Address Updated Successfully for

Policy Number ND.

13
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Change Bank Account Details

The current bank account payment details of the policy are displayed on the Policy Detail
screen.

Select UPDATE to open the Change of Bank

Account screen. e -
— e . (o]

—_—— - [ = =

[

- ===

If more than one policy exists for the payer of the

policy, a policy selection screen will appear with Q o rowon -

a list of related policies. Seiect Al
JOX MAXXXX
BSB NO. XxX3034 Account No. XXXXEETE
NO7RAN319R M X DX 00000C X0000 X000
BSB NO. XX3009 Account No. XOO006789

Select the drop-down arrow to view more policy

. . O CHODSE POLICY TO UPDATE
and current bank information.

Select AT

BSB NO. XX3034 Account No. XOOXXE6T6

DOB. Product: TPD SA MAX
Commencement Date: 27102/2014 Status:

CURRENT BANK INFO

Account Holder. | Financial Institution. WBCBentieigh

Payment Type: Direct Debit
Payment Frequency: YEARLY

NO. M X0 X000 XXXKX XXXX

Account No. XXOOKX6789

14
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You can select one policy at a time to update
with different payment details, or you can update
several policies at once with the same payment
details.

When you have chosen the policies you want to
update, select NEXT.

Q CHOOSE POLICY TO UPDATE x

I Select All I

¥ NDJeonan: JOX MAXXXX

BSB N, XX3034 ACCOUNt NO. XOXKSBTE

ND.79903188 EM 00000000 00000000

BS8 ND. XX3009 Account No. X6OOKXETEI

CANCEL

Certain policies need to be manually processed
by AIA. If you are unable to process the change
on Self Service a message will be displayed
advising this.

If you wish to update the payment information on
one of these policies, please submit the new
payment details by contacting AlA.

O CHOOSE POLICY TO UPDATE X

Select Al

i Policy stalus does not allow updating payment detalls .;(
NO.78TI35Te XK NAXKX

BSB NO. XX0001 Account No. XO00CK0000

Enter the Account Holder name, BSB and
Account No. The Financial Institution will
update automatically based on the BSB.

Q CHANGE BANK ACCOUNT X
Payment Type Dwect Debit
Payment Gplions All Future Premiums
Accaunt Holder Pete Evans.
838
Account No
Financlal Insiittion THIS IS A DUMMY 858

UPATE CAMCEL

Select UPDATE when you are ready to submit
your changes. A message will confirm if the
update was successful.

Q CHANGE BANK ACCOUNT X
Payment Type Dwect Dent
Payment Optians All Future Fremiums
Account Hokder Peie Evans.
esB
Account No
Financial instution THIS IS A DUMMY BSB

15
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Change Credit Card Details

The current credit card account payment details of the policy are displayed on the Policy
Detail screen.

Select UPDATE to open the Change of
Credit Card Account screen.

If more than one policy e.X|sts for the O CHODSE POLICY T0 UPDATE ¢
payer of the policy, a policy selection
screen will appear with a list of related copetal
policies.
1 ND. SHXXXXX MCXXOXXX -~
Card Name: Jo Citizen Card No. Expiry Date: 01/18

4444337 1111

] NO. TTCSL LIMITED ~~

Card Name: Jo Citizen Card No_ Expiry Date: 01/18
44443371111

s o

Select the drop-down arrow to view 0 CHODSE POLICY T0 UPOATE .
more policy and credit card information.

Select All

nusu.mm
Card Name: Jo Citizen Card No. Expiry Date: 01118
444433 1111
DOB: Product. LIFE COVER
Commencement Date: 03/03/2013 Status: ACTIVE

CURRENT CREDIT CARD INFD

Payment Type: Direct Debit

Payment Frequency: MONTHLY

16
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When you have chosen the policies you
want to update, select NEXT.

O CHODSE POLICY TO UPDATE s

| Select All

O SHXXXXX MEXXXXXX ~

Card Name: Jo Citizen Card No. 444433 === 1111 Expiry Date: 05/20
v TICSL LIMITED ~~
Card Name: Jo Citizen Card No. 444433~ 1111 Expiry Date: 05/20

CANCEL

Certain policies need to be manually
processed by AIA. If you are unable to
process the change on Self Service a
message will be displayed advising this.

If you wish to update the payment
information on one of these policies,
please submit the new payment details

by contacting AlA.

O CHODSE POLICY TO UPDATE

Select All

1
I Puolicy status does not allow updating payment details.

XXXX MEXXXXXX

Card Name: Jo Citizen Card No. 444433 1111 Expiry Date: 0520

Type the Cardholder Name and Card
Number and select Expiry Date.

Once the details are completed, select
SUBMIT.

O CHANGE CREDIT CARD ACCOUNT x

fcaranolder Name:

ard Number

visa @ B 2

ry Date

[Month H Year 3

A message will confirm if the update was
successful.

O CHANGE CREDIT CARD ACCOUNT LU

Credit Card Details Successfully Updated.

Proase note:
= A i il et U s e g S o L Chaige

17
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History Log

All changes made on a policy are stored in a History Log.

Select HISTORY to view the history of

that service. e

Payments History shows a O

chronologically ordered set of past

payment detalls' BANK ACCOUNT HISTORY

. a Thu Dec 03 11:01:43 EST 2015 LATEST

Bank Account History example Account Hoider Name.
BSB Number XX3456
Account Number: XINXS6TR
Agviser:
A(cnm‘vl Holder Name:
BSB Number XX3I034

ACCOUNT NUmDBr: XKXX5674

Account Holder Name:

Credit Card History example O NOI3130717
CREDIT CARD HISTORY
° Thu Apr 28 10:24:40 EST 2016  LATEST
z:: ::::;' Jo Citizen
Expiry Date: m"m""

Adviser. aimis5680

Address History shows a chronologically O

ordered set of address details for the

Insured’s and Owner’s Residential and AR ST
Postal addresses. @ Rt sarss

23 Main St, Docklands, VIC, 3004, AUSTRALIA
Postal Address.

Same as Residential

Adviser

Residential Address:
Dfo Southwhart, Next To Hilton Hotel, South Whart, VIC, 3006, AUSTRALIA
Postal Address.

Same as Residential

Residential Address:

18
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