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PORTAL MIGRATION — PASSWORD RESET

As part of the migration of FPI Portal away from Aviva/Singlife — all users will be required to reset their
passwords upon initial login post migration.

This document is aimed at assisting staff members in handling any calls or email queries that may be
received into the contact centre/customer services departments as a result of this requirement.

The document is split into two sections, these are:
e Clients.
e Advisers.

Each user type may have to provide their plan/policy or agency number as part of their password
reset journey depending on how they are set up to receive their OTP:

User Type & OTP Method Plan/Policy Number Required

Client, OTP via SMS x
Client, OTP via email 4
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Password Reset Journey - Client

The first time a client attempts to login to the FPI Portal, the system will run a validation check on the
user’s online account to confirm their OTP retrieval method.

Client — OTP via SMS

As standard, a client account would have their OTP set to be received via SMS message. Should the
system validate this scenario, the client will be greeted with the below screen after attempting to

login:

Friends

International

Reset password

Please fill in all fields to verify your account.
Date of birth (ddimmany
New password

Retype new password

The client will be sent an OTP via SMS to the mobile number associated with their account:

Friends

International

One-Time Password (OTP)

OTP via SMS

Please enter the one-time PIN that has been sent to your registered mobile number below.

4gpiin

0

If you did not receive the One-Time Password, you may click the Resend OTP button to request another,

Resend OTP ¥

If you would like to update your mobile number, please contact our servicing team to do so.
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Once the OTP has been received and entered, the new password will be updated within our system
and the client will receive a confirmation message:

Friends

International

Reset password

‘Your password updated successfully.

Go to Login Page

The client must then return to the home page and login with their new password:
Already have an account? Log in here

Username(may be your email address)

Please click here to set a new password if this is the first time you
are logging into our new portal or if you forgot your password

You are just a few clicks away from having access to your account
at any time!
Register now with your policy details.

Register
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The client will receive a new OTP via SMS to the mobile number associated with their account:

Friends

International

One-Time Password (OTP)

TP via SMS

Please enter the one-time PIN that has been sent to your registered mobile number below.

0

If you did not receive the One-Time Password, you may click the Resend OTP button to request another.

Resend OTP ¥

If you would like to update your mobile number, please contact our servicing team to do so.

The client will then be required to accept the FPI Portal terms of use:

Portal Terms of use

These Terms of use are for Customers only.

Please read through the following Terms and conditions of use (Terms’) as, by using this Website, you agree to be bound by them. These Terms may be varied from time to time as set out below.
References on this Website to 'Friends Provident International’, 'us' and 'we' mean references to Friends Provident International Limited or its successor in title,

Ifyou are accessing this Website from outside the UK or the Isle of Man, local legislation may not permit us to provide our products in your own country. You should confirm with your financial adviser as to whether our praducts are available in
your country of residence.

Definitions
‘Content’ means certain material and information av'Services' means the services, including the Website and all serviceailable on this Website and made available to you.
‘Services' means the services, where made available to you, on this Website that allow you to electronically interact with this Website and other Friends Provident International websites and services.

"Website' means the website located at portal.fpinternational.com.

Website

The Content of this Website does not constitute financial advice. We provide you with the information including options available to you. We are not giving you advice about the suitability of any product or service for you. We are informing you
only about what you can do. We are not advising you what you should do and we cannot offer an opinion about that. You are responsible for deciding for yourself if a product or service meets your needs. If you are in any doubt you should
consult an authorised independent financial adviser, who may charge for the adlice.

We have taken all reasonable steps to ensure the accuracy and completeness of the Content that Friends Provident International produces and provides on this Website. Some of the Content may be produced by third parties. Where third parties
have provided the Content we:

» are not liable or responsible for it; and
» have not endorsed it; and
» do not give any representations or warranties, expressed or implied, as to its accuracy.

We will use reasonable efforts to make this Website available for access at all times. However due to the nature of the internet, there may be circumstances when this Website or part of it is unavailable or access is suspended. Consequently we
exclude any warranties, undertakings or representations (either expressed or implied) to the full extent permitted under the law, that this Website, Content or Services are available for use.

We accept no liability for loss of any kind incurred directly or indirectly including economic losses (without limitation loss or revenues, data, profits, use, opportunity, business or anticipated savings) arising out of the unavailability of this Website,
Content or Services.

We may make changes to the Content or Services described on this Website

» to take into account any material change in the law (or interpretation of the law), regulations or recommendations of our regulators;
» to provide for new or improved products or Services; if we reasonably believe that the change is necessary to protect the interests of Friends Provident International; or for any valid reason not stated in these Terms,

We will give you 30 days notice if we make a change to the Content or Services, unless the change is to your advantage or of no disadvantage to you. If the change is to your advantage or of no disadvantage, we can make the change immediately,
without notice.

Where we have included links to third party websites we are not making any statement, warranty or representation as to the quality or contents of the other website as we do not have responsibility for that other website. Please note that when
accessing another website by way of a hypertext link you may leave this Website.

To access this Website you will have been given a username and password and be required to set up and answer security questions. You are responsible for ensuring that your username, password and security questions are kept secret and not
divulged to any third party. You must inform us immediately of any breach of this requirement.

Friends Provident International may terminate your right to use this Website, the Content and Services at its absolute discretion:-

» by giving you one month prior written notice at any time; or
» by giving you notice with immediate effect if you are in breach of these Terms.

On termination of your right to s this Website, your right to access the Content and Services, If relevant, wil cease.
Friends Provident International reserves the right to vary these Terms from time to time by posting an amended version on this Website.
If any provision or part of a provision, of these Terms is found by the courts to be illegal, invalid or unenforceable, such provision shall be deemed to have been deleted and the remaining provisions shall remain in force.

Friends Provident International does not seek to exclude or limit any liability it may have under the UK Financial Services and Markets Act 2000 or the lsle of Man Insurance Act 2008 or the rules of its regulators which we are bound to comply
with.

Privacy and cookies

For information about Privacy, data security and cookies please see the Friends Provident International Privacy and cookies policies.
Governing Law

These Terms and the use by you of this Website are governed and construed in accordance with the laws of England and Wales. By accessing this Website and the Services provided you agree to submit to the exclusive jurisdiction of the courts of
England and Wales in relation to any claim or dispute arising out of your use of this Website.

[0) !have read and accept these Terms and conditions of use

PAGE 4 OF 11




After the FPI Portal terms of use have been accepted the client will be brought to their dashboard,
this completes the password reset journey for this scenario:

&9 Friends
2 Provident & Secure Mailbox (0) | Welcome Joel Sheeley

L International

ﬁ Plan information

@ Unit-linked savings and investments

My plans
® Plan number Q
- Product type
Transaction Valuation currency
Status
Plan status
E Premium status
Plan effective date
Document
center
Personal
CEETE

Security

Contact us

Client — OTP via email

Some client accounts require the OTP to be received via an email. Should the system validate an
account as being set to receive the OTP via email, the client will be greeted with the below screen
when attempting to login:

Friends

International

Reset password

We have enhanced the security on Portal and as a result now require you to reset your password
Date of birth (dd/mm/yyyy)

Plan/Policy number

New password

Retype new password

Submit

For customers using email OTP, an additional security requirement of providing plan number is required

PAGE5OF 11




Once the plan/policy number has been entered the client will be sent an OTP via email to the address

associated with their account:

Friends

International

One-Time Password (OTP)

OTP via Email

Please enter the ane-time PIN that has been sent to your registered email address below.

dedekddkokh

-

=
3set Email OTP as my preferred login method

If you did not receive the One-Time Password, you may click the Resend OTP button to request another.

Resend OTP ¥

Once the OTP has been received and entered, the new password will be updated within our system
and the client will receive a confirmation message:

Friends

International

Reset password

‘Your password updated successfully.

Go to Login Page
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The client must then return to the home page and login using their new password:

Already have an account? Log in here

Please click here to set a new password if this is the first time you
are logging into our new portal or if you forgot your password

You are just a few clicks away from having access to your account
at any time!
Register now with your policy details.

Register ¥

The client will receive a new OTP via email to the address associated with their account:

Friends

International

One-Time Password (OTP)

OTP via Email

S

Please enter the one-time PIN that has been sent to your registered email address below.

*kkkkkh

A

=
Bdset Email OTP as my preferred login method

If you did not receive the One-Time Password, you may click the Resend OTP button to request another.

Resend OTP
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The client will be required to accept the FPI Portal terms of use:

Portal Terms of use

These Terms of use are for Customers only.

Please read through the following Terms and conditions of use (Terms’) as, by using this Website, you agree to be bound by them. These Terms may be varied from time to time as set out below.
References on this Website to 'Friends Provident International’, 'us' and 'we' mean references to Friends Provident International Limited or its successor in title,

If you are accessing this Website from outside the UK o the Isle of Man, local legislation may not permit s to provide our products in your own country. You should confirm with your financial adviser as to whether our products are available in
your country of residence.

Definitions
'Content' means certain material and information av'Services' means the services, including the Website and all serviceailable on this Website and made available to you.
'Services' means the services, where made available to you, on this Website that allow you to electronically interact with this Website and other Friends Provident International websites and services.

“Website' means the website located at portal.fpinternational.com.

Website

The Content of this Website does not constitute financial advice. We provide you with the information including options available to you. We are not giving you advice about the suitability of any product or service for you. We are informing you
only about what you can do. We are not advising you what you should do and we cannot offer an opinion about that. You are responsible for deciding for yourself if a product or service meets your needs. If you are in any doubt you should
consult an authorised independent financial adviser, who may charge for the advice.

We have taken all reasonable steps to ensure the accuracy and completeness of the Content that Friends Provident International produces and provides on this Website. Some of the Content may be produced by third parties. Where third parties
have provided the Content we:

» are not liable or responsible for it; and
» have not endorsed it; and
» do not give any representations or warranties, expressed or implied, as to its accuracy.

We will use reasonable efforts to make this Website available for access at all times. However due to the nature of the internet, there may be circumstances when this Website or part of it is unavailable or access is suspended. Consequently we
exclude any warranties, undertakings or representations (either expressed or implied) to the full extent permitted under the law, that this Website, Content or Services are available for use.

We accept no liability for loss of any kind incurred directly or indirectly including economic losses (without limitation loss or revenues, data, profits, use, opportunity, business or anticipated savings) arising out of the unavailability of this Website,
Content or Services.

We may make changes to the Content or Services described on this Website:
» totake into account any material change in the law (or interpretation of the law), regulations or recommendations of our regulators;

» to provide for new or improved products or Services; if we reasonably believe that the change is necessary to protect the interests of Friends Provident International; or for any valid reason not stated in these Terms.

We will give you 30 days notice if we make a change to the Content or Services, unless the change is to your advantage or of no disadvantage to you. If the change is to your advantage or of no disadvantage, we can make the change immediately,
without notice.

Where we have included links to third party websites we are not making any statement, warranty or representation as to the quality or contents of the other website as we do not have responsibility for that other website. Please note that when
accessing another website by way of a hypertext link you may leave this Website.

To access this Website you will have been given a username and password and be required to set up and answer security questions. You are responsible for ensuring that your username, password and security questions are kept secret and not
divulged to any third party. You must inform us immediately of any breach of this requirement.

Friends Provident International may terminate your right to use this Website, the Content and Services at its absolute discretion:-

» by giving you one month prior written notice at any time; or
» by giving you notice with immediate effect if you are in breach of these Terms.

On termination of your right to use this Website, your right to access the Content and Services, if relevant, will cease!
Friends Provident International reserves the right to vary these Terms from time to time by posting an amended version on this Website.
If any provision or part of a provision, of these Terms is found by the courts to be illegal, invalid or unenforceable, such provision shall be deemed to have been deleted and the remaining provisions shall remain in force.

Friends Provident International does not seek to exclude or limit any liability it may have under the UK Financial Services and Markets Act 2000 or the Isle of Man Insurance Act 2008 o the rules of its regulators which we are bound to comply

with.

Privacy and cookies

For information about Privacy, data security and cookies please see the Friends Provident International Privacy and cookies policies.
Governing Law

These Terms and the use by you of this Website are governed and construed in accordance with the laws of England and Wales. By accessing this Website and the Services provided you agree to submit to the exclusive jurisdiction of the courts of
England and Wales in relation to any claim or dispute arising out of your use of this Website.

[0) !have read and accept these Terms and conditions of use

PAGE 8 OF 11




After the FPI Portal terms of use have been accepted the client will be brought to their usual
dashboard, this completes their password reset journey for this scenario:

@) Provident
P International

X Secure Mailbox (0) | Welcome Joel Sheeley
ﬁ Plan information
My plans # Unit-linked savings and investments

Plan number Q
(]
- Product type

Transaction Valuation currency
Status

Plan status

—

- Premium status

Plan effective date
Document

center

Personal
details. Details 3

Security

®

Contact us
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Password Reset Journey — FAQ

Although we believe the password reset journey to be straightforward, there may be instances
wherein a client or an adviser will contact us to seek reassurance or assistance.

Q: A client or adviser has contacted us questioning why they need to reset their
password, how should | respond?

A: Confirm to the user that, as part of the migration of systems away from Aviva/Singlife we require
all users to perform a password reset to ensure security and audit guidelines are met. Reassure the
user that you as a staff member have also had to reset your password and you sympathise with any
frustrations caused by this request.

Q: A client with OTP via email has contacted us stating the system is not accepting their
policy number, how can | assist?

A: Confirm the policy number the client is attempting to use and perform validation checks to ensure
that it is a genuine FPI Policy/Plan number.

**note: it is good practice to spoof the clients account in order to confirm exactly what policy/plan
number is associated with their online account**

Q: A client has contacted us asking for confirmation of their policy/plan number, how
can | resolve this query?

A: Please follow the standard security procedures used to validate a client.

Once security procedures have been met you can confirm the user’s policy/plan number to them.

Q: An adviser has contacted us asking for confirmation of their agency code, how can |
resolve this query?
A: The quickest method of resolving this query would be to ask the adviser to send an email to:

fpi.extranet@fpinternational.com requesting confirmation of the agency code linked to their online
account.

The commission’s team will be monitoring this inbox and are able to accept requests for confirmation
via email as long as the email is sent from the address linked to the adviser’s online account.
Q: An adviser has contacted us asking for further assistance, who should | contact?

A: Please ask the adviser to send an email to: fpi.extranet@fpinternational.com detailing their
request.
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