POLICYHOLDERS'/ CUSTOMERS' SERVICE HOTLINE (24 HOURS)

(Customer Service Representatives' assistance : Monday to Friday : 8:30am to 6:00pm, except for public holidays)

A Step by Step Guide On How to Use AIA Interactive Voice Response System (IVRS)
1 FOR LIFE INSURANCE

Step 1 Step 4 : select Activity
. Press
Dial 1 300 88 1899 01 for Claims

Step 2 : Select Language

Press

1 for English
2 for Bahasa Melayu
3 for Mandarin

Step 5 : select Policy prefix
& Enter policy number

A,

Press 1 if you have the policy
number, then Press

Step 6 : Select Type of Activities

.

FOR CLAIMS ENQUIRY
Press
01 for Claims Status

Step 7

1

02 for Form Request &
9 to Return to previous menu
0 to Speak to CSR

01 for U 02 for W
03 for S 04 forR
05 for B 06 for F
07 for G 08 for K
09 forL 10 for N
11 for Q 12 for no prefix
Press
2 to search for policy no
using IC no
Press

1 to fax AIA Unit

Press
—» 02 for Policy
Step 3 : Insurance Type Services
Y
Press
* for Health Services
1 for Life Insurance
2 for Accident & Health
3 for Credit Life —
4 for Motor & Personal
Line
5 for Group Insurance Press .
6 for AIA Home Loan —»03 for AIAUnit | ——
Linked Price

Linked Price List

Press

» 2 to listen to AlA Unit

>
>
>

Note:

Press 8 for same enquiry for
different policy number

Press 1 to add more forms (under
Form Request option)

Press 1 to repeat announcement

Linked Price

FOR POLICY SERVICES

ENQUIRY

01 for Policy Status and next
premium due date

02 for Premium Amount

. |03 for Outstanding Loan

04 for Reinstatement Cost
05 for Interest Rate on Dividend
& Loan

9

LAIM
Press

: FORM REQUEST

for Individual Hospitalization Claim form
to Return to previous menu

01
02
03

06 for Form Request ®
9 to Return to Previous Menu
0 to Speak to CSR

Yy

Press
1 for AlIA Capital Guaranteed
Account

POLICY SERVICES: FORM REQUEST
Press

for Premium Collection Statement

for Income Tax-Premium Statement, Year N-2*

for Income Tax-Premium Statement, Year N-1*
(* IC no is required, N = Current Year)

for Credit Card Debit Authorization form

for Change of Address form

for Request of Change form

for Health Certificate

for Nomination form

# 9 to Return to Previous Menu

0 to Speak to CSR

.

Press
2 for AlA Islamic Fund

Press

for AIA Capital Guaranteed fund
for AIA Capital Guaranteed fund -2" series
for AIA Capital Guaranteed fund -3 series

04 for AIA Capital Guaranteed Account 120 fund

for AIA Capital Guaranteed Account 120
fund-2"d series

for AIA Guaranteed Growth Account

for AIA Capital Guaranteed 125 fund

for AIA Capital Guaranteed 125 fund-2"d
series

Press

"3 for Other AIA Funds

Press
01 for AIA Dana Dinamik
02 for AIA Dana Progresif

Press

for AlA Asia Platinum fund

for AIA Equity fund

for AlIA Fixed Income fund

for AlA International Small Cap fund
for AIA Medium Cap fund

for AIA Managed fund

for AIA New Horizon fund

for AIA Aggressive fund

for AIA Eleven Plus fund

for AIA Equity Linked Account fund
for AIA FX Index Link fund

Please note that the above steps serve as a guide only. AlA reserves the right to update the steps to correspond with the current calling procedures of AIA
Policyholders’ Service Hotline without any prior notice.
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POLICYHOLDERS'/ CUSTOMERS' SERVICE HOTLINE (24 HOURS)

A Step by Step Guide On How to Use AIA Interactive Voice Response System (IVRS)
1 FOR LIFE INSURANCE - continued

Step 1

Dial 1 300 88 1899

Step 2 : Select Language

Press

1 for English

2 for Bahasa Melayu
3 for Mandarin

Step 3 : Insurance Type

Press

* for Health Services

1 for Life Insurance
2 for Accident & Health

4 for Motor & Personal
Line

5 for Group Insurance

6 for AIA Home Loan

3 for Credit Life —

Step 4 : select Activity

—»

Press

Step 5 : selrct Form Type

Step 6 : Select Policy Prefix
& Enter Policy Number

Press

04 for Form
Request

Press

05 to Update
Credit Card
Information

Press

06 to Update of
Corresponding
Address

>

Press

07 for
Information on
AIA Product and
Intiative

L»

Press

09 to Participate
in Customer
Satisfaction
Survey

01 for Premium Collection
Statement
02 for Income Tax-Premium _

A

Statement, Year N-2

03 for Income Tax-Premium
Statement, Year N-1
(N = Current Year)

04 for Credit Card Debit
Authorization form

05 for Change of Address form

06 for Request of Change form

07 for Health Certificate

08 for Nomination form

09 for Individual Hospitalization
Claim form

10 for Telephone Quick Guide

9 to Return to previous menu

Press

01 for U 02 forW

03 for S 04 forR

05 for B 06 for F

07 for G 08 for K

09 for L 10 for N

11 for Q 12 for no prefix

(Customer Service Representatives' assistance : Monday to Friday : 8:30am to 6:00pm, except for public holidays)

Step 7 : IC number for verification

Key in new IC number
or
Key in old IC number

Press
1 to listen to procedure

Press
2 to receive form & procedure

» Press

1 for A

3 forH

9 for no prefix

2 forK
4 forT

Note:

>
>
>

Press 8 for same enquiry for
different policy number

Press 1 to add more forms (under

Form Request option)
Press 1 to repeat announcement

Please note that the above steps serve as a guide only. AlA reserves the right to update the steps to correspond with the current calling procedures of AIA
Policyholders’ Service Hotline without any prior notice.
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POLICYHOLDERS'/ CUSTOMERS' SERVICE HOTLINE (24 HOURS)

(Customer Service Representatives' assistance : Monday to Friday : 8:30am to 6:00pm, except for public holidays)

A Step by Step Guide On How to Use AIA Interactive Voice Response System (IVRS)

2FOR ACCIDENT & HEALTH

Step 1

Step 4 : select Activity

Step 5 : Select Policy prefix
& Enter policy number

Step 6 : Select Type of Activities

Step 7

. Press
Dial 1 300 88 1899 01 for Claims Press FOR CLAIMS ENQUIRY
1 if you have the policy number, Press
» :heerPPress 2 for A 01 for Claims Status
i POLICY SERVICES : FORM REQUEST
Step 2 : Select Language 3 forD 4 for X g ttosRetu;nt tocpsr;wous menu Press
Y 5 forZ 6 forH 0 Speax fo 01 for Income Tax-Premium Statement, Year N-2*
Press ) 02 for Income Tax-Premium Statement, Year N-1*
1 for English Press FOR POLICY SERVICES (* IC no is required, N = Current Year)
2 for Bahasa Melayu »2 to search for policy no using ENQUIRY
3 for Mandarin Press IC no 01 for Policy Status and next 03 for Credit Card Debit Authorization form
02 for Policy -~ premium due date 04 for Change of Address form
Services 02 for Premium Amount 05 for Request of Change form
Step 3 : Insurance Type 03 for Form Request ® 06 for Nomination form
A Press 9 to Return to Previous Menu 9 to Return to previous Menu
Press 01 for Income Tax-Premium 0 to Speak to CSR 0 to Speak to CSR
* for Health Services SEEment, VEer (-
. 02 for Income Tax-Premium
1 for Life Insurance Statement. Year N-1 -
w - ESE (N = Current’Year) ® Select policy prefix & enter Key in new IC number
3 for Credit Life 03 for Form — policy no N
R t Key in old IC number
B frey otor & [Pereeiel LR 03 for Credit Card Debit Press > Pross
Authorization form 1 for P 2 forA 1forA 2 for K
5 for Group Insurance 3 forD 4 for X eIy err
04 for Change of Address @r ol 3 forH 4forT
6 for AIA Home Loan f 5 forZ 6 for H o4 o
orm 9 for no prefix
05 for Request of Change
form
06 for Nomination form
07 for Telephone Quick
Press Guide
04 to Update 9 to Return to previous Menu
™I Credit Card 2
Information
Press
Press 1 to listen to procedure

05 to Update
Corresponding
Address

—>

Press

06 for
Information on
AIlA Product and
Intiative

L

Press

07 to Participate
in Customer
Satisfaction
Survey

Press
2 to receive form & procedure

Note:

»  Press 8 for same enquiry for different

policy number

> Press 1 to add more forms (under Form

Request option)

> Press1to repeat announcement

Please note that the above steps serve as a guide only. AlA reserves the right to update the steps to correspond with the current calling procedures of AIA
Policyholders’ Service Hotline without any prior notice.

Page 3 of 4




POLICYHOLDERS'/ CUSTOMERS' SERVICE HOTLINE (24 HOURS)

(Customer Service Representatives' assistance : Monday to Friday : 8:30am to 6:00pm, except for public holidays)

Speed Access to AlA Interactive Voice Response System (IVRS)

lllustration using the following:

Example 1 . Please press your telephone touchtone button in the following sequence:
Preferred Language : English
Insurance Type : A & H

Enquiry Type : Claims Status E E E E ‘5‘5‘3‘4‘5‘6‘7‘8‘9‘ ‘0‘1‘

Policy No : P553456789 i | 3 3 i | 4 1§ 4
Insurance s Have . . .
Llangugge Type : ACtIYIty ’ policy qulcy Policy number : 553456789 Enqglw Type:
: English A&H Claims no prefix : P Claim status
Example 2 Please press your telephone touchtone button in the following sequence:

Preferred Language : English

insurance Type; Lt G0 ) [l (3 Slalilels[a s ]s]
. 2

Enquiry Type : Premium amount

Policy No : U321456789 i i 4 1 5 i § i | '
Language In_T_urance Activity : Have Policy Enquiry Type :
X e: ’ olic ix i . .
- English yp POS policy prefix : Policy number : 321456789 Premium amount
Life no U
Example 3 . Please press your telephone touchtone button in the following sequence:
Preferred Language : English
Insurance Type : Life
o . . 0| 4 0|1 0|2 8 0|12 |3|4|5|6]|7
Activity Type: Premium Collection II' II' ‘ ‘ ‘ ‘ ‘ ‘ ‘ ‘ ‘ ‘ ‘ ‘ ‘ ‘ ‘ ‘ | ‘ ‘
Statement and ! i 2 ! . 2 . 2
Credit Card Debit Insurance | [ Activity : Form type .
L ) Pol )
Authorization form ;a£§;|?sghe Tme : RForm . : Premllum pregxm;yw Policy number :801234567
Policy No : W801234567 e eaues collection

IC No : 651025-01-3456

Fax No : 03 - 2056 6611 [e]s[1]of2]sfof1][s]4]s]e] [2] [1] [o]s[2o]sfefe[ee]1] [1]

IC No : 651025013456 Toadd | |Formbype| | Tokeyin Fax no : 03-2056 6611 To
: CCDA fax no confirm
Example 4 Please press your telephone touchtone button in the following sequence:

Preferred Language : English

Insurance Type : Life
Activity Type : Listen & Fax copy II' II' E' E' E ‘0‘9‘8‘7‘6‘5‘4‘3‘2‘1‘ E
' B

of AIA Unit Linked & ! § ! | ! § ' i 1L : !
Price Insurance i T
. Enquiry i Fund Fund : ° To
Fund Type : AlA Equity Fund L.aé‘ng;l?sghe Type:: Type : -[g g::lt:: Type : AIA receive Fax no. : 09-87654321 confirm
: Life AIA Unit Other Equity price list
Linked Fund Fund
price

Please note that the above steps serve as a guide only. AlA reserves the right to update the steps to correspond with the current calling procedures of AIA
Policyholders’ Service Hotline without any prior notice. Page 4 of 4



