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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 details if they hold an authority on
behalf of that client.

Access to Self Service

A link titled “Self Service” has been added to the Adviser Site menu. When you select this link your log-on credentials will
be authenticated via Single Sign On.

G

Good Morning

Datafeed Registration/Cancellation
Vitality »
Proposals In Progress

Policy Search / Reports »

Commission Statements

New Quotes and ress »

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.
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Search Functionality

The Search menu is located on the left hand side. 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)

e Life Insured Date of Birth

— SEARCH —

Policy Number

Date of Birth

RESET

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

= SELF SERVICE Q

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

You can change the order
POLICYND.Y  INSURED NAME ooB PRODUCT  STATUS C e of the policies by clicking
the column headings
JAXOOQOCC NAXDXC  D7T/09M1975 PP13 LAPSED 14/01/2014
2 DAXDOOC PHXX 07/09/1975 PP13 ACTIVE 22/08/2013
ESXOO0(ABXOOO(  07/09M1975 PP12 DECLINED 07102013
4 DIXXX D00 O7/091975  PP12 ACTIVE 07/05/2013 ALA sty
STXOOX RIXXX 07/09/11975 PP13 ACTIVE 10/11/2014
& JOXXXXXLEX  Q7/091975  PCFI ACTIVE 16104/2007
ERXOC WO 07/09/1973 PPO& ACTIVE 22/01/2007
PEXXX MAXOCOOOC O7/0911975 PP11 ACTIVE 06/06/2011
3 DA PHXX 07/091975 PP13 ACTIVE 21112013
10 PEXXOC MAXOOOOO. 07/09M1975 PPOS ACTIVE 06/02/2009
11 LAXOOOOK CHXX  O7/091975 PRSI CAMNCELLED 15/03/2006
TOTAL1S
—

The Search result view is designed to adjust for optimal use on Mobile and Tablet devices. Column sorting is not available
on these devices.

POLICY

Q AO00 N

DOB: 07/09/1975

Product PP13

Status: LAPSED
Commencement Date: 140112014

Q DAYOOX PHIX

DOB: 0708/1975

Product. PP13

Status: ACTIVE

Commencement Date: 22/08/2013

O ESXO0 ABIDO
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Policy Detail Screen

The Policy Detail screen contains basic information about the policy and provides a list of services you are able to access
through Self-Service. The latest information will be displayed underneath each service listed.

N AOVISERSITE SELF SERVICE
— SEARCH — POLICY
Policy Humbes ™
W
Hame
AlA L,
Daie of By
ek OTRRXER LR [r—
ol DOB. 881077
CLRBENT ADEREES
b Rcity. Vi, J9EL AUSTRALKL
" . . 3003, AUSTRALIA
— B EE
CLIESENT BLAK ACCORNT LA, Wiutit, m m
BSE Mo
b
= ==

Select SERVICE REQUEST or UPDATE to access the service you would like to update.

To return to the Search results, select the Cross [X) on the top right corner or press Esc key.

6

Note: If you do not have authority from your Client, the UPDATE buttons will be disabled. Follow the link displayed on
the Policy Detail screen to download a copy of the Adviser Authority Form. Once AlA has received a signed copy of this
form, you will able to use the Self-Service functionality.

You do not hove outhority to updote this policy. Please submit o signed Adviser Autharity form. If you believe you hove alrendy
submitted o signed outharity for this client, pleose contoct AIA.

Product: TERM LIFE Status; NOT TAKEN
Commencement Date: 03/10/2001




Create a Service Request

Adviser Site Self-Service

The Service Request feature allows you to submit the following service request types for AIA to complete:

e Change in Payment Frequency

¢ Change of address

e Change of smoker status

e Decrease in Sum Insured

e Increase in Sum Insured

¢ | ost policy Document Replacement
¢ Nomination of Beneficiary

e Policy Cancellation Requests

e Remove CPI

e Stop Debit

¢ Supplementary Application for V

e AIA Super - Change in Payment Frequency

e AlA Super - Decrease in Sum Insured

e AlA Super - Increase in Sum Insured

e AIA Super - Lost policy Document Replacement
¢ AIA Super - Nomination of Beneficiary

e AIA Super - Policy Cancellation Request

e AlA Super - Remove CPI

¢ AIA Super - Rollover Benefit Statement

! DID YOU KNOW?

\ d
@ 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 standard email or mail options.
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Select SERVICE REQUEST to start a new task.

ADVISERSITE |  SELF SERVICE HELP | ClOsE
— SEARCH — POLICY
Policy Number @
Hame
Product TPD SA MAX Status: ACTIVE
Commencement Date: 27022014
Date of Birth

SEARCH Insured: JOX MAXOO Owner. Same as insured
Insured DOB: 05081968

Residential Address:

2 Queen Streel, Sydney. NSW, 2000, AUSTRALIA
Puslal Address.

240 Chapel 51, 5t Kilda East, WIC, 3183, AUSTRALIA

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.

@ CREATE SERVICE REQUEST

Palicy Details:

Joad Ty Policy
Upload Type 1. From the Attach Fila section, click Browse to choosa files to upload
Incured Mame JOX MAYIDOL 3 Ealact the rolvant Servico Typs for each So added to th Filss ready 1o uplead table

" 3. Click Create Service to subemit the upload
Date of Bith 05091968 = i

Policy Mumber Please Note

Athiser Cose » Valid fie typas are: POF, JPG, BMP, GIF, PNG, XLS, XLSK, DOC, DOCX and TIFF.
= A maamurm file size imit of 20 MB apphes to each fle

Mtoch File

Browse... | Mo files selectad.

Services Pending Confirmotion

Fille Name Service Type Comments Size Status Remove

Services Crented

File Name Service Type Comments Size Status Meossage Reference No.




Select the document you want to upload.

B Desktop » - | +y | | Search Desktop }]
» | Newfolder =~ b @
es & Narmne G Size Item type Date mod
<top @ PD - Inception POC Summary 2384 KB Microsoft PowerP...  8/11/2016
nloads @ POCysMVP 311 KB Microsoft Visio Dr...  7/12/2016
=nt Places Presentation Checklist 14 KB Microsoft Werd D...  22/11/201
Product Template - MaxLife Life Protect v2 0 (003) 64 KB Microsoft Word D...  19/01/201
e = = quick quote 11nov 451 KB JPEG image 11417201
uments 4 536 KB JPEG image 16/11/201
ic |_| Saving Points to add to stories 2KB Ted Document 10,01 /201
s 389KB Adobe AcrobatD...  27/01/201
os 2,233 KB Microsoft Visio Dr..  27/01/201
L Staff CC For testing 12 KB Microsoft Word D...  21,/11/201 |
i ] Story printout (003) 47 KB Microsoft PowerP...  23/08/201
Windows Transfer Scenarios 267 KB Microsoft Visio Dr...  15/07/201
Groupl (Ml Lil] UX-Apprentice-Templates.bmpr 32KB Compressed (zipp... 18/01/201)
groups (WAL UXD17 Extra Resources 24 KB  Microsoft Word D...  5/12/2016 |
apmo268 (\\ = < l_ﬁm S e T — — r_‘| s
File name: SDLC ~ [ AllFiles -
’ Open |v] [ Cancel ]

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

Aioach Flie
|I' Browse | o fles selecred.

Senices Pending Confirmation

Senvices Creoted

Fike Narme Service Type Comments

Siee Satus Remane
3895 KE Feady to Upload )
Status Massagn Rufarance Ho.

Adviser Site Self-Service ‘
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Select the Service Type associated with the document from the drop down menu and click CREATE SERVICE.

Change in Payment Frequency

Lost Poley Document Replacemant

Adviser Code Musmination of Barheisty + Vsl ile types are. PDF, JPG, BMF, GIF, PNG, XLS, XLSX, DOC, DOCX and TIFF
Policy Cancellation Request = A maximum file s2o limst of 20 MB appkos ko cach o
Remavi GPI
Stop Dedit

Amoch File Supplementary Apglcation for V

AIA Super - Change i Payment Fregquency
14 A1A Super - Decrease in Sum Insured
[EROCER EROE] M ALA Super - Woroate in Buin Ksaiod
ALA Super - Lost Policy Document Replacement
of

ALA Supar - Policy Cancolation Roquost
- Remove
= Roligver Bonefil Staboment

Upon successful upload, the document will be listed under Services Created with status Uploaded Successfully.

Services Creoted
Fil Nams Serice Tipe Comments Size Status Message FRaterence Mo,
SI0.C pat Last Policy Document Replacemsant 38895 KB Uploaded 148557175451

Successiully




Change of Address

The current residential address details of the Client are displayed on the Policy Detail screen.

Select UPDATE to open the Change of Address screen.

Insured: JAXXXX NAXXXY Owner: Same as Insured
Insured DOB. 07/09/1975

CURRENT ADDRESS UPDATE

543 St Kilda Rd. Melbourne, VIC, 3004, AUSTRALIA

Separate addresses will be displayed if the Life Insured and Policy Owner are different people.

Insured: Owner: EVXX XXXXXXX X XXXXXXXX XXXXXX
Insured DOB: 07/03/1976

CURRENT INSURED ADDRESS

1900000 IO XXXXXX, Melbourne, VIC, 3000, AUSTRALIA

CURRENT DWNER'S ADDRESS HISTORY

549 St Kilda Rd, Melbourne, VIC, 3004, AUSTRALIA

Adviser Site Self-Service ‘

1"
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The address details are pre-populated into the relevant fields. You can update individual fields or choose to remove all the
current address information by selecting Clear Residential Address.

Q CHANGE INSURED ADDRESS X

Residentiol Address

Country: " AUSTRALIA - Clear Residentiol Address

Postcode 3037 %

State VIC v | %

Suburb / City Reity *

Address Line 1 11 OO0 MO0 *

Address Line 2

Postol Address + Same as Residential Address

LIPDATE CANCEL

When AUSTRALIA is selected as the Country, the address fields will be predictive. When you begin typing, address details
matching your entry will be suggested to you.

Q CHANGE INSURED ADDRESS

Residentiol Address

Country: [ AUSTRALIA | * Cleor Residentiol Address

Postcode 3183 | +

State Balaclava, VIC, 3183

Suburb / City Ripponlea, VIC, 3183

Address Line 1 St Kilda East, VIC, 3183 -

Address Line 2

Postal Address |v Same as Residential Address




Selecting a suggested address will populate related fields for you.

Q CHANGE INSURED ADDRESS X

Residentiol Address

Country: | AUSTRALIA v | % Cleor Residentiol Address
Postcode | 11083 *
Slale | VIC v | ¥
Suburb / City | StKilda East *
Address Line 1 120 al ¥
Address Line 2 180 Alma Rd
St Kilda East, VIC, 3183

Postol Address | 3Same as Residential Address

LIPDATE CANCEL

To enter a different Postal address, you can select the Same as Residential Address checkbox.

Address Line 1 180 Alma Rd *

Address Line 2

Postal Address | Same as Residential Address

Country: AUSTRALIA = i * Clear Postol Address

Postcode 3037 *

State VIC v | ®

Suburb / City Reity *

Address Line 1 11 20000000 XOOOXX *

Address Line 2 ‘

UPDATE CANCEL

Adviser Site Self-Service ‘
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Select UPDATE when you are ready to submit your changes.

Address Line 1 | 180 Alma Rd »

Address Line 2 |

Postal Address [ ] Same as Residential Address

Country: | AUSTRALIA v | x Clenr Postol Address

You will get a message informing you if the update was 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 separately.

O UPDATED X

Address Updoted Successfully for
Policy Number

CLOSE
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Change of Bank

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.

CURRENT BANK ACCOUNT LIPDATE HISTORY

BSB Mo. XX3034
Account No. XXXX5673

If more than one policy exists for the payer of the policy, a policy selection screen will appear with a list of related policies.

O CHODOSE POLICY TO UPDATE p 4
[ ] SelectAll
L] JOX MAXXXX ~~
BSB NO. XX3034 Account No. XXXX5676
L] CM X XX XXXXXX XXXXX XXXX ~
BSB NO. XX3009 Account No. XXXXXXE6789
[ w
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Select the drop-down arrow to view more policy and current bank information.

O CHOOSE POLICY TO UPDATE p 4

[] SelectAl

B5B NO. XX3034 Account No. XXXX3676
DOB: 05/09/1968 Product: TPD SA MAX
Commencement Date: 27/02/2014 Status:

CURRENT BANK INFO

Account Holder: Marge Financial Institution: WBCBentleigh
Payment Type: Direct Debit
Payment Frequency: YEARLY

] CM X X000CKK XXXXX XXXX

BSB NO. XX3009 Account No. XXXXX6789

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

| selectAn

JOX MAXXXX

A

B3B8 NO. XX3034 Accounl Nu. XXKX3676

L] CM X XXX XXKXX XXXX ~

BSB NO. XX3009 Account No. XXXXX6789
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Certain policies need to be manually processed by AIA. If you wish to update the payment information on one of these
policies, please submit the new payment details by contacting AlA.

Q CHOOSE POLICY TO UPDATE X

| SelectAl

Policy status docs not allow updating payment dctails.

[ ] JAXXXXX NAXXX ~~

D30 NO. XX0001 Account No. 200000000

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

Q CHANGE BANK ACCOUNT %
Payment Type Direct Debit
Payment Options All Future Premiums
Account Holder | Pete Evans
BSH | 123456
Account No. [ 12345678
Financial Institution |
m UPDATE CANCEL

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

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.

CURRENT CREDIT CARD ACCOUNT UPDATE HISTORY \

Card Name: Jo Citizen
Card Number: 4444331111
Expiry Date: 05/20

If more than one policy exists for the payer of the policy, a policy selection screen will appear with a list of related policies.

o CHODSE POLICY TO UPDATE X
[ ] selectall
L] SHXOXX MEXXXXXX
Card Name: .Jo Citizen Card No. Expiry Date” 01/18
4444331111
L] TICSL LIMITED
Card Name: Jo Citizen Card No. Expiry Date: 01/18
44443371111
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Select the drop-down arrow to view more policy and credit card information.

O CHODSE POLICY TD UPDATE X

Select All

Card Name: Jo Citizen Card No. Expiry Date: 01/18
444433******1111

DOB: Product: LIFE COVER

Commencement Date: 03/03/2013 Status: ACTIVE

CURRENT CREDIT CARD INFD

Payment 1ype: Direct Debit
Payment Frequency: MONTHLY

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

o CHOOSE POLICY TD UPDATE X

[ ] selectAl

L] SHXXXXX MCXXXXXX

Card Name: Jo Citizen Card No. 444433******1111 Expiry Date: 05/20

v TTCSL LIMITED -~

Card Name: Jo Citizen Card No. 444433%***2{{ {4 Expiry Date: 05/20

Certain policies need to be manually processed by AlA. If you wish to update the payment information on one of these
policies, please submit the new payment details by contacting AlA.
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O CHOOSE POLICY TO UPDATE X

| Select All

Policy status does not allow updating payment details.
L] SHXXXXX MEXXXXXX -~
Card Name: Jo Citizen Card No. 444433™""*1111 Expiry Date: 05/20

Type the Cardholder Name and Card Number and select Expiry Date

O CHANGE CREDIT CARD ACCOUNT X

| acknowledge that | have received a signed Direct Debit Request or Credit Card Authority from the Policy
Owner, and that this will be made available to AlA Australia in the event of a dispute by the Policy Owner.
| also acknowiledge that the Policy Owner has granted me authority to make this change on their behalf

Cardholder Name

Card Number

¥
i
ix

Expiry Date

Month v i‘|’ear v

SUBMIT

Once the details are completed, select SUBMIT. A message will confirm if the update was successful.
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O CHANGE CREDIT CARD ACCOUNT HELP X

I acknowledge that | have received a signed Direct Debit Request or Credit Card Authority from the Policy Owner, and that
this will be made available to AlA Australia in the event of a dispute by the Policy Owner. | also acknowledge that the Policy
Owner has granted me authority to make this change on their behalf.

Credit Card Details Successfully Updated.

Please note:
= A letter will be issued to your Client informing them of the change.

CLOSE




History Log

Adviser Site Self-Service ‘

All changes made on a policy are stored in a History Log. Select HISTORY to view the history of that service.

HISTORY

Payments History shows a chronologically ordered set of past payment details.

Change of Bank

O

BANK ACCOUNT HISTORY

o Thu Dec 03 11:01:43 EST 2015  LATEST
Account Holder Name:
BSB Number:
Account Number:
Adviser: aimis5680

Thu Dec 03 10:55:47 EST 2015
Account Holder Name:

BSBE Number:
Account Number:

Adviser. aimisoool

Thu Dec 03 10:53:52 EST 2015

Account Holder Name:

Pete Evans
XX3456
XXXX5678

Lisa
XX3034
XAXX5674

Lisa

22
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Change of Credit Card

o

CREDIT CARD HISTORY

0 Thu Apr 28 10:24:40 EST 2016 LATES]
Card Name:
Card Number:

Expiry Date:
Adviser. aimis5680

Jo Citizen
4444331111
05/20

o Wed Apr 6 16:17:52 EST 2016
Card Name: Daniel Ploeg
Card Number: 444433 4444

Expiry Date: 01/18
Adviser. aimis5680

Address History shows a chronologically ordered set of address details for the Insured’s and Owner’s Residential and
Postal addresses.

o

ADDRESS HISTORY

03/12/2015 LATEST

Residential Address:

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

Same as Residential

Adviser: aimis5630

02/12/2015

Residential Address:

Dfo Southwharf, Next To Hilton Hotel, South Whaif, VIC, 3006, AUSTRALIA
Postal Address:

Same as Residential

Adviser. aimis5620

02/12/2015
Residential Address:




AlA Australia
509 St Kilda Road
Melbourne VIC 3004

aia.com.au

AIA Australia Limited (ABN 79 004 837 861 AFSL 230043) 08/18 - INT4191
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