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Phan 1 -Thong tin chung

1. Khinao Khach hang nhan dugc thong bao kem dudng dan yéu cau thuc hién
quy trinh M-Pro va thong qua hinh thic nao?
Quy trinh M-Pro dudc kich hoat trong vong 1 git sau khi bd HO so Yéu cau Bao hiém
(HSYCBH) c6 quyét dinh chap thuan bao hiém tir bd phan Tham dinh.

2. Quy trinh M-Pro c6 ap dung cho Khach hang Doanh nghiép khong?
(Cap nhat tai phién ban 1.6 - Thang 06/2024)
M-Pro dugc ap dung cho san phdm céa nhan ban cho Khach hang Doanh nghiép va la
san pham Lién két chung (UL) hodc san pham Lién két don vi (IL), theo do6 khi Doanh
nghiép |4 Bén Mua Bao Hiém thi M-Pro sé dudc thuc hién bai nhiing Ngudi Dugc Bao
Hiém Chinh trong hop dong.

M-Pro khéng dudc ap dung cho san pham bao hiém nhdm co doi tugng Khach hang la
To chtic, Doanh nghiép.

3. Cac trudng hgp dac biét nao can luu y sau khi Khach hang hoan tat quy trinh
M-Pro?
(Cap nhat tai phién ban 1.6 - Thang 06/2024)
Thong thudng, hgp dong sé dudc phat hanh sau khi Khach hang hoan tat thanh cong
quy trinh M-Pro va két qua xac thuc 1a hgp [é.

Luu y cac truéng hgp dac biét:

e Trudng hdp ngay hoan tat M-Pro ciing |a ngay sinh nhat hodc sau ngay sinh nhat
cta bat ki Khach hang (Bén Mua Bao Hiém va/hodc Ngudi Dudc Bao Hiém)
trong HO sa Yéu cau Bao hiém dan dén thay doi phi Bao hiém thuc té so véi phi
Bao hiém ban dau trong tai liéu minh hoa ban hang thi Khach hang sé can thuc
hién cac bo sung dua theo yéu cau cia bo phan Tham dinh va thuc hién lai M-
Pro véi thong tin cp nhat mdi nhat.

o Trudng hdp Khach hang hoan tat quy trinh M-Pro khi bd phan Tham dinh dang xd
ly don yéu cau thay doi thong tin (thong tin ca nhan, quyén Igi bdo hiém, thong
tin stic khoe, ...) dudc ndp sau khi dudng dan dau tién da dugc gui thi Khach
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hang sé can thuc hién lai quy trinh M-Pro sau khi cac thong tin da dugc céap nhéat
theo yéu cau.

e Dé dam bao dich vu va kiém soat chat lugng, bd phan Tham dinh sé [am kiém tra
ngdu nhién két qua xac thuc dé xac dinh viéc xac thuc la hop 1é theo cac quy
dinh ndi bo.

4. Pudng dan dé thuc hién quy trinh M-Pro c6 hiéu luc trong 05 ngay lam viéc hay
05 ngay theo lich?
(Cap nhat tai phién ban 1.6 - Thang 06/2024)
DPudng dan thuc hién quy trinh M-Pro cd hiéu luc trong 05 ngay theo lich ké ti ngay
Khach hang nhan thong bdo Zalo qua Tai khoan Zalo OA - Manulife Viét Nam (thudng
goi 1a ZNS) hodc SMS va Email, bao gom ca cu6i tuan va ngay lé.

5. Manulife cé quy dinh s6 1an Khach hang truy cap vao duéng dan dé thuc hién
quy trinh M-Pro trong thdi gian 5 ngay hiéu luc khong?
Manulife khong quy dinh s6 lan Khach hang truy cdp vao dutng dan. Trong thdi gian
dudng dan con hiéu luc, Khach hang co thé truy cdp bat cu lic nao.

6. Khach hang cé thé yéu cau giti dudng dan dé thuc hién quy trinh M-Pro vao so
dién thoai bat ky khong?
Khach hang chi nhan dugdc dudng dan dé thuc hién quy trinh M-Pro qua so dién thoai va
Email da dang ky trong bo Ho sa Yéu cau Bao hiém. Khach hang khong thé yéu cau gui
dudng dan nay dén bat ky so dién thoai nao khac.

7. Khi dudng dan dé thuc hién quy trinh M-Pro mat hiéu luc sau 5 ngay thi Khach
hang va Pai ly bao hiém sé dugc théng bao qua hinh thic nao?
Thong bédo dau tién va cac thong bao nhac lai glii dén Khach hang qua ZNS (hodc SMS)
va Email déu thé hién rd ngay ma dudng dan dé thuc hién quy trinh M-Pro mét hiéu luc.
Do dd, Khach hang sé khong nhan dudc thong bao sau khi dudng dan mat hiéu luc nia.

Dai ly bao hiém sé nhan dudc thong bao qua Bao céo Tién trinh dé co thé ho trg Khach
hang kip thgi.
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8. Khi Khach hang dudc ho trg dé nhan lai duéng dan thuc hién quy trinh M-Pro
thi duéng dan nay cé hiéu luc trong bao lau?
Mai hgp dong sé chi co toi da 1 dudng dan co hiéu luc tai cung mot thai diém.

Cac dudng dan dé thuc hién quy trinh M-Pro sé c6 hiéu luc trong vong 5 ngay theo lich
(bao gom ca cudi tuan va ngay |é) ké tir ngay gtti ZNS (hodc SMS) va Email.

9. Khi hoan tat quy trinh M-Pro, Khach hang cé nhan dugc théng tin xac nhan gi
tu Manulife khong?
Manulife sé gti tin nhan xac nhan qua ZNS (hodc SMS) cung dudng dan dén Ban xac
nhén hoan thanh quy trinh M-Pro, trong do tom tat cac thong tin Khach hang da xac
thuc. Khach hang co thé tai Ban xac nhan nay vé may. Budng dan chi co hiéu luc trong
vong 7 ngay theo lich ké tir ngay gti ZNS (hodc SMS).

Luu y: Khi hoan tat quy trinh M-Pro, Khach hang vui long khong tat trinh duyét dén khi
man hinh hién thi thong bao xac nhan va Khach hang nhan dugc ZNS (hoac SMS) dé
cap trén day.

Phan 2 - Tinh huong thuc te

10. Khach hang khong sit dung dién thoai di ddng thong minh can lam gi dé thuc
hién quy trinh M-Pro?
(Cap nhat tai phién ban 1.5 - Thang 06/2024)
Quy trinh M-Pro dudc thiét ké than thién vdi tat ca cac thiét bi co thé truy cap trinh
duyét web va cd may anh trudc trén cac dong dién thoai di dong thong minh.

Hién tai, dudng dan nay kha dung véi cac thiét bi di dong bao gom dién thoai thong
minh, may tinh bang, may tinh xach tay va may tinh ban.

Luu y: Khach hang (la Bén Mua Bao Hiém doi véi Hgp dong cé nhan, hodc la Nguoi
Dudc Bao Hiém Chinh doi véi Hgp dong Doanh nghiép/T6 chiic mua san phdm ca nhan)
can phai thuc hién xac thuc danh tinh qua cong nghé nhan dién khuoén méat dé hoan tat
quy trinh M-Pro.
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11. Pai ly bao hiém nhan dudc thong bao Khach hang can thuc hién quy trinh M-
Pro nhung Khach hang phan hoi khéng nhan dudc ZNS (hodc SMS) va khéng
dang ky email véi Cong ty thi can lam gi?

(Cap nhat tai phién ban 1.6 - Thang 06/2024)
Cac truang hgp pho bién Khach hang sé khong nhan dudc thong bao ZNS ma sé
nhéan tin nhan SMS:
e Tai khoan Zalo (tudng tng véi s dién thoai Khach hang da dang ky) khong ton
tai;
e Tai khoan Zalo khong hoat dong hodc bi khoa;
e Tai khoan Zalo chdn thong béo tif Zalo OA Manulife Viét Nam hodc Khach hang
da chon bao xau Zalo OA Manulife Viét Nam trudc day;
e Thoi diém hé thong Manulife Viét Nam kich hoat gtfi ZNS thi hé thong ghinhan
Khach hang dang st dung Zalo PC;
e Thai diém kich hoat gtii thdng bao trong thdi gian tif 22h00 dén 06h00 moi
ngay.
Ngoai ra, Khach hang khong nhan dugc hodc nhan cham SMS thong bdo tir Cong ty co
thé do mot trong cac li do sau day:
e L6i sim/Nghén mang/Mang qua tai/Mang chap chan
e HOp tin nhan day
e Dién thoai cai dat phan mém chén tin nhan

Dai ly bao hiém hudng dan Khach hang thuc hién cac huéng xi ly sau:
e Xoa bét cac tin nhan khong quan trong
e Tatva khai dong lai thiét bi di dong
e G0 hodc cho phép nhén tin nhan ti Manulife (néu Khach hang co st dung phan
mém chan tin nhan)

Luu y: Trugng hgp Khach hang da thuc hién cac hudng xtr ly trén van khong nhan dugc
SMS sau 01 ngay, Dai ly bdo hiém can lién hé véi bd phan Tham dinh dé dudc ho trg.

12. Pai ly bao hiém nhan dudc thong bao Khach hang can thuc hién quy trinh M-
Pro va thdi diém dé Khach hang dang sit dung Zalo PC thi can lam gi?
(Cap nhét tai phién ban 1.6 - Thang 06,/2024)
Trong vong 02 tiéng ké tir thai diém kich hoat gii ZNS (cling |a thai diém Dai ly bao
hiém nhan thong bao):
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e Trudng hgp Khach hang dang nhép lai Ung dung Zalo trén dién thoai, Khach
hang van nhan dugc ZNS

e Trudng hop Khach hang khéng dang nhap lai tng dung Zalo trén dién thoai, hé
thong sé tu dong gi tin nhan SMS.

Luu y: Khach hang thudng st dung may tinh xach tay hodc may tinh ban dudc khuyén
khich dang ky email dé nhan va hoan tat quy trinh M-Pro thuan tién hon.

13. Khach hang thuc hién quy trinh M-Pro bang trinh duyét nhung xuat hién man
hinh trang hodc khdong c6 thong tin dudc hién thij thi can lam gi?
(Cap nhat tai phién ban 1.6 — Thang 06,/2024)
Khach hang gap van dé trén co thé do mét trong céc li do sau day:
e Két noi mang khong on dinh;
e Khach hang nhan cudc goi dén;
e Phién ban trinh duyét cii va can cap nhat

Dai ly bao hiém hudng dan Khach hang thuc hién cac hudng xt ly sau:
e Kiém tra thong bdo phién ban trinh duyét va thuc hién cap nhéat phién ban theo
hudng dan trén man hinh
e K&t noi mang véi dudng truyén on dinh (vd: wifi)
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e Tatvanhan lai dudng dan M-Pro va thuc hién lai tir dau
(Minh hoa - Thong bao va hudng dan cap nhat phién ban trinh duyét)

9:30 41

x @ Pve <

app.karza.in

Trinh duyét khéng dugc h trg

Kinh gifi quy khach hang, ban dang sit dung mét trinh
duyét web ma chiing tbi khang hé trg

Vui long s dung mét trong nhiing tiy chon sau dé tiép
tue

o

Google Chrome 7
Phién ban 10.2+

(o

Mozilla Firefox 2
Phién ban 10.2+

=]
£ O
§

Phign ban 10.2+

14. Nhiing truéng hdp nao thi duéng dan M-Pro mat hiéu luc, Khach hang va Dai

ly bao hiém can lam gi?

Céc trudng hop dudng dan bi mat hiéu luc bao gom:

e Trudng hdp 1: Khach hang chua hoan tat quy trinh M-Pro trong vong 5 ngay theo
lich sau khi nhan dudc thong bao tif Manulife.

e Trudng hdp 2: Khach hang thuc hién xac thuc khudén mat khong thanh cong.

e Trudng hdp 3: Khach hang nhan vao nut “Can ho trg?” 6 gdc trén bén phai man
hinh trong qua thuc hién quy trinh M-Pro va xac nhan can ho trg.

Khi dutng dan mat hiéu luc, bd phan Tham dinh sé gli Bao céo Tién trinh (BCTT) dén

Dai ly bao hiém va Dai ly bdo hiém co 5 ngay theo lich dé phan hoi lai thong tin. Dua vao

thong tin phan hoi cia Dai ly bao hiém trén BCTT, bo phan Tham dinh sé dua ra 1 trong

cac quyét dinh:

e Guilai dudng dan lan 2 - ciing sé ¢ hiéu luc trong 5 ngay theo lich

e Diéu chinh thong tin trong bo HO sa Yéu cau Bao hiém (HSYCBH) theo dan yéu cau
va quy trinh hién hanh cho céc thong tin diéu chinh

Phién ban 1.6 — Thang 06/2024



Il Manulife

15.

e Dua ra bién phap ho trg khac dé Khach hang hoan thanh xac thuc théng tin
e Ngung xem xét bd HSYCBH va hoan phi cho Khach hang theo quy trinh hién hanh

Luu y: Dudng dan mat hiéu luc sé hién thj thdng bao “Lién két khong hoat dong” khi
Khach hang truy cap lai vao dudng dan nay.

Dai ly bao hiém can lam gi dé ho trg khi Khach hang dinh danh khuén mat
khong thanh cong hodc yéu cau thong tin bang cach nao?

(Cap nhét tai phién ban 1.5 - Thang 06,/2024)

Khach hang sé co toi da 5 lan/luct va 2 lugt/dudng dan (tong cong 10 lan), moi lugt
cach nhau 30 phut, dé thuc hién dinh danh khuén mat. Sau khi st dung hét so lan cho
phép va dinh danh van chua thanh cong, dudng dan sé tu dong mat hiéu luc dé dam bao
bao mét thong tin cho Khach hang.

Trudng hdp Khach hang da st dung hét so lan dinh danh cho phép va dudng dan mét
hiéu luc, bo phan Tham dinh sé gii Bao cdo Tién trinh (BCTT) dén Dai ly bdo hiém va Dai
ly bao hiém cd 5 ngay theo lich dé phan hoi lai thong tin.

Trudng hdp Khach hang chua st dung hét so lan dinh danh cho phép va dutng dan van
con hiéu luc, Dai ly bao hiém vui long gtii email dén bd phan Tham dinh nb-
online@manulife.com theo mau biéu va cung cap thong tin nhu dudi day dé viéc ho trg

thuén tién va nhanh chong nhat:
o Tiéu dé: <<So6 hgp dong>> <<M-Pro>> <<Tdm tat ndi dung>>
o Néidung:
= Maso-TénDailybao hiém
= Yéu cau ho trg thong tin thuc hién dinh danh khong thanh cong

Luu y: Khach hang can thuc hién theo cac hudng dan trén man hinh hién thi ctia quy
trinh M-Pro (khong gian, &m thanh xung quanh, két n6i mang, v.v...) dé viéc dinh danh
khuon mat dudc chinh xac va nhanh chong.

16. Khi nhap vao 6 “Can ho trg?”  bén phai man hinh, Khach hang sé nhan thong

tin phan hoi 6 dau?
Khi Khach hang xac nhan yéu cau “Can ho trg?”, quy trinh sé tu dong két thuc va dudng
dan dé thuc hién quy trinh M-Pro sé mat hiéu luc.
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Dai ly bdo hiém sé nhan dudc thong tin qua Bdo cdo Tién trinh dé lién lac ho trg Khach

hang cho cac chu dé sau:

e Guilai dudng dan mdi sau khi Khach hang da dudc Dai ly bdo hiém giai thich vé quy
trinh

e NOp cac yéu cau diéu chinh (néu co) véi cac thong tin hodc quyén Igi Khach hang
can thay doi

e Yéu cau ho trg hoan thanh quy trinh M-Pro

Luu y: Sau khi xac nhdn “Can ho trg”, dudng dan sé hién thi thong bdo “Lién két khéng
hoat dong” khi Khach hang truy cap lai vao dudng dan nay.

17. Néu Khach hang tat trinh duyét khi dang thao tac nhung chua hoan tat quy
trinh, sau d6 ho cé thé quay lai tiép tuc & budéc dang dang dé khéng?
Khong, cac yéu cau vé bao mat khong cho phép luu lai thong tin khi quy trinh chua dugc
hoan tat. Khach hang phai thuc hién lai tir budc dau tién.

18. Trong qua trinh thuc hién quy trinh M-Pro, Khach hang co thé chuyén sang
ting dung khac roi quay lai dé tiép tuc budc tiép theo khong?
Quy trinh M-Pro sé tu dong két thuc trong vong 5 phit néu khong hoat dong (hé thong
khong nhén thay cac thao tac trén man hinh hodc su hién dién khudn mét cta Khach
hang).

Trong thai gian 5 phut nay, néu Khach hang cé cudc goi dén, chuyén sang ting dung
hodc thé trang khac thi van co thé quay lai va tiép tuc. Qua thdi gian 5 phut nay, quy
trinh tu dong két thuc va Khach hang budc phai thuc hién lai tir dau (bao gom ca viéc
xac thuc khuon mét dé dinh danh).

19. Khach hang c6 thé bé qua budc xem video san pham khéng?
Khach hang dudc khuyén nghi khong bé qua budc nay vi day la ndi dung dudc dua vao
nham gidp Khach hang hiéu ro vé san pham va céc quyén Igi bado hiém ma ho da lua
chon.
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20. Khach hang khéng thé hoan tat quy trinh M-Pro khi thuc hién bang cach nhan
vao dudng dan dugc sao chép hodc chuyén tiép trong cac iing dung nhan tin
thi can lam gi?

(Cap nhat tai phién ban 1.5 - Thang 06/2024)

Khach hang dudc khuyén nghi nhan truc tiép vao dutng dan dudc gui qua thong bdo
Zalo (hodc SMS) dén so dién thoai hodc qua email da dang ky véi Cong ty dé thuc hién
quy trinh M-Pro bang trinh duyét mac dinh cta thiét bi di dong.

Trudng hdp khach hang nhan vao dudng dan trong phan ndi dung tin nhan bang viéc
sao chép/dan hodc chuyén tiép cta cac ing dung nhan tin (Zalo, Viber, Messenger,
V.v...) O thé sé gap céc [0i ki thudt khién viéc thuc hién quy trinh M-Pro bi gian doan va
khong thanh cong.

Luu y: Viéc nhan vao dudng dan truc tiép tir ZNS ctia OA Manulife Viét Nam sé md ra
trinh duyét mac dinh va khac véi viéc nhan vao dudng dan trong phan ndi dung tin nhan
Zalo tu viéc sao chép/dan hodc chuyén tiép, thao tac nay sé mé trinh duyét trong ting
dung Zalo va co thé gap 16i.

Phan 3 - Luuy

21. Pai ly bao hiém can lam gi dé Khach hang c6 thé tang ti Ié xac thuc dinh danh

khuon mat thanh cong?

Khi thuc hién dién va ndop HO sd Yéu cau Bao hiém (HSYCBH), Dai ly bao hiém can luu y:

e Thong tin dén Khach hang vé quy trinh M-Pro sé |a yéu cau bat budc trudce khi phat
hanh hop dong

e Déngtai dingva du hinh anh ban goc CMND/CCCD/H0 chiéu ctia Bén Mua Bao
Hiém va nhitng Ngudi Dudc Bao Hiém trong HSYCBH

e Daing tai CMND/CCCD theo ding thi tu mat trudc roi dén mat sau va thi tu cua
cac Khach hang trén HSYCBH

e Hinh anh CMND/CCCD/H0 chiéu ro rang, khong boi xda, khong mat goc va tranh
cac hinh chup bi l6a sang do anh dén.

Ngoai ra, Dai ly bdo hiém can huéng dan Khach hang thuc hién dung theo céac hudng

dan dudc hién thi trén man hinh quy trinh M-Pro khi bat dau xac thuc dinh danh bang
khuon mat dé tang ti 1é thanh cong.
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22. Khach hang can lam gi khi gap cac 16i ky thuat trong qua trinh thuc hién quy
trinh M-Pro?

Khach hang c6 thé chon 1 trong 2 cach sau:

e CanTong dai Cham soc khach hang (CSKH) cia Manulife ho trg qua Hotline
1900 1776 (gi6 hanh chinh) hodc email khachang@manulife.com.

e CanPaily bao hiém clia minh ho trg. Dai ly bdo hiém sé lién lac vdi bd phdn Tham
dinh qua email nb-online@manulife.com dé thong tin nhu cau hodc van dé can ho
trg. Trudng hdp can ho trg, Dai ly bao hiém vui long gifi email theo mau biéu va
cung cap thong tin nhu dudi day dé viéc ho trd thuén tién va nhanh chong nhat:

o Tiéu dé: <<So hgp dong>> <<M-Pro>> <<Tom tat ndi dung>>
o Néidung:
= M3 so-TénDaily bao hiém
= Loai thiét bi Khach hang st dung (hang, hé diéu hanh, v.v...)
= Tinh hudng can théng tin hodc budc thao tac can ho trg
= Hinh anh man hinh hodc quay man hinh gdp 16i / kho khan

23. Khi nao thi ngay phat hanh hgp dong co thé sé khac véi ngay Khach hang hoan
tat quy trinh M-Pro?
Ngoai trudng hgp cu thé lién quan dén ngay hoan tat M-Pro ciing & ngay sinh nhat hodc
sau ngay sinh nhat cta bat ki Khach hang da néu tai cau 3, Khach hang thuc hién hoan
tat quy trinh M-Pro sau 22h00 céc ngay trong tuan hodc thuc hién trong ngay tha 7
hodc Chad nhat thi ngay phat hanh hgp dong sé dudc hé thong tu dong ghi nhan vao
ngay lam viéc tiép theo.
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