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1. Is it always mandatory to verify documents prior to submission?

Within the newer version of the Supporting Docs service coloured dots indicate whether a document must be uploaded AND / OR
self — verified prior to submission.

* Red dot = Document/s must be uploaded to submission checklist item prior to submitting to AMP Bank
* Blue dot = Uploaded document/s must be verified prior to submitting to AMP Bank

* No dots = It is not mandatory to upload or verify document/s relevant to that specific checklist item prior to submission
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Note 1: When it is mandatory to verify, only those documents that have been verified are sent to AMP Bank. Documents uploaded to a condition
card but not verified are not received by AMP Bank.

Note 2: You may still choose to upload document/s optionally, knowing that while the documents are not mandatory for submission, they will be
mandatory for approval. All document/s uploaded optionally are sent to AMP Bank, even if they have not been verified.
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2. Where do | find instructions on how to correctly upload and
verify documents in the supporting docs tab?

To access ‘How-to’ videos for the Supporting Docs service in ApplyOnline undertake the following steps:
1. Click on Information from the menu bar located at the top of the page

2. Choose “How To videos” from the dropdown list

3. Select video from the available options
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3. How do | switch to the new document tab redesign?

The latest version of the ApplyOnline Supporting Docs service has a refreshed user interface and improved user experience. To try

the new documents tab redesign undertake the following steps:

* Click “Try the NEW Documents tab redesign’ on the left-hand side within the Supporting Docs tab. When the new version
launches the first time, you will receive a pop-up on-screen inviting you to take a short tour

If at any time you wish to return to the previous version, click 'Revert to previous version' on the left- hand side navigation pane
and all your work will be retained
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4. Does ApplyOnline keep a record of uploaded and submitted
documents?

All documents uploaded and/or verified to the submission and approval checklists are saved. To view the history of all activities
completed within the Supporting Docs tab undertake the following step:

* Click Show History located in the navigation panel located to the left of the screen. The history will display including Date / Time,
Who, Where, Activity and Detail.

oo Postcn . PSSR USROS FUT TR0 R
i Sacroisa Cocsots Snapshot | &1L 54 | OWNOCE | LM | PAYG @
o R/
AMPZ <

To start drop your documents here - or - Select file(s) v

@-hstoryc

Submission checklist

Date/Time Who Where Activity Detail
Al 15
18Feb200223PM  fan tominson@lamp comau  Submsien Checdst verly Fio Name: Pl Rackage_prcappeoval pl, pages 1,25 docusment yoe: Paslp
Supporting documents 15 O E 2 XD Showoutsh File Name: as document type: Payslip
Verified L]
FbT@E e amp co versy sppiorape, pages 1,38
— e
127607-AMP
How-to tutorials 18-Feb-20 02:22 PM ian_tomiinsong@amp com au Sut Verdy File Name: PrimPDF Package._preapproval pdf. pages 1, as document type: Home
caon Form Loam Apstcatin Farm
Show Ns:ur)@
Home Loan Application Fi
Show me around
18Feb 2002201 ian_tominsongiamp com au st Condiion changed satu fom pencing o afsches
o Change
Delivering Good Customer Outcomes - Self Verify your Supporting 6
Documents



5. I'm having issues trying to upload a large file, is this a problem
with my computer / internet?

To see acceptable file types and maximum file size limits undertake the following step:
* Click on ‘Acceptable files?’ hyperlink located at the top right-hand corner of the Supporting Docs tab
Note: As a rule, upload speeds are generally slower than download speed regardless of internet connection.
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6. What are the minimum technical specifications required to run
ApplyOnline?

* To run ApplyOnline you will require an up-to-date version of Acrobat Reader and one of the following Web Browser
versions

the customer's purposes.

If an unsupported browser is used then a message will be displayed to the user advising that a browser version upgrade will be required to proceed.

Web Browser: Internet Explorer Google Chrome Mozilla Firefox Apple Safari Microsoft Edge Opera
? Unknown Attachment ? Unknown Attachment ? Unknown Attachment ? Unknown Attachment ? Unknown Attachment o

Minimum Version Required: = IE11 - fd 45.9.0esr ** 9.13 20.10240 ** 44"

Recommended: IE11 58* 53.0.3* 101 40.15063* 45
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7.1 have uploaded and verified documents correctly, but AMP

Bank has not received them. Is there something | can check
before escalating?

The document transfer to AMP Bank is only triggered once a lender reference number is received in ApplyOnline via a backchannel
message and the application status has changed to ‘Application Received’.

To check status updates and if lender reference number has been received undertake the following steps:
* Click on the Status Tracking tab in ApplyOnline

Note: Generally, the lender reference number and status update are received within 1-2 minutes of submission, subject to lender
gateway availability. If not received within 30 minutes after submission contact your Aggregator Broker Support for escalation.
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https://www.amp.com.au/content/dam/amp/digitalhub/common/Documents/Minisites/Distributor-centre/forms/Making%20Mandatory%20Self%20Verification%20Easy%20Guide.pdf

8. | have uploaded and verified documents, but AMP Bank has not
received all pages, why not?

Where verification is mandatory, only verified documents are sent to AMP Bank. In some examples when docs have “gone missing”
it has been due to users uploading documents to a submission checklist item but not all files or relevant pages within a single file
were verified.

* Click on the link below to access a video tutorial on verification tips in the supporting docs service in ApplyOnline

Supporting Documents Service — Verification Tips

* Find more detailed hints and tips on how to find “missing” documents in our Making Mandatory Self Verification Easy guide
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https://vimeo.com/378400381/14c1ae67c7
https://www.amp.com.au/content/dam/amp/digitalhub/common/Documents/Minisites/Distributor-centre/forms/Making%20Mandatory%20Self%20Verification%20Easy%20Guide.pdf

9. How do | add additional documents, not requested by AMP
Bank, prior to submission?

You can add documents, in addition to those requested by AMP Bank, in the Supporting Docs submission checklist by undertaking the
steps below:
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10. How do | remove a document | uploaded in error?

* At any time you can remove a document you have uploaded in error by undertaking the following steps:
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11. How do | redact or highlight part of a document?

* You can redact or highlight a document by clicking on the ellipse in the top right hand corner of the document card
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https://www.amp.com.au/distributor/applyonline#howtoeditandmarkupadocument

12. If | have already submitted an application, how can | resubmit
it adding additional documents?

Once a document is submitted you can attach and submit additional documentation to AMP Bank at any time by undertaking the
following steps:
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13. How can | see where my application is up to in ApplyOnline?

The status tracking function within ApplyOnline gives you the ability to see real-time updates from AMP Bank including errors on
submission, date and time stamped milestones and backchannel messages.

To access your application status undertake the following steps:

1. Click on the Status Tracking tab within the ApplyOnline application

2. Click on blue triangle next to an event to expand for further information

Note: status tracking is available for all applications only AFTER your application has been submitted to AMP Bank.
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14. Escalation and other sources of help

Where else can | find help?
* For more help, in the Supporting Docs tab click 'Help' --> How To Tutorials:
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* Also the AMP Bank Distributor Centre has helpful User Guides and Tutorials:
www.amp.com.au/distributor/applyonline. 16



https://www.amp.com.au/distributor-centre/en/applyonline/ApplyOnline-userguides-tutorials

14. Escalation and other sources of help

What do | do next if none of these resources has resolved my question?

If you use your Aggregators CRM system and your
question is TECHNICAL in nature e.g.

A system error message
Screen or application freezes
Documents won’t attach

“Submitted” documents have disappeared

Please Contact

If your question is PROCESS or POLICY in nature e.g.

You’re unsure which documents are mandatory

You’re unsure about how to self-verify documents
You want to check your application status

You have a question about an AMP Bank policy or
procedure

Aggregator Broker Support

Delivering Good Customer Outcomes - Self Verify your Supporting
Documents

Please Contact

AMP Originator hotline
1300 300 400

Available from 9am-7pm Monday-Friday EST
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