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Before we start...
TAC CSIF Training Manual Conventions

Notes along
the way draw
attention to
important
points.

Action Steps
show you
what to do...

...and what
you can
expect to
happen.

Screen shots
help you
visualize and
match what is
on the page
to what is on
the screen

Transamerica Life Companies

This comprehensive TAC Training Manual is your step-by-step guide
for learning some of the basic functions of the Customer Service
Interface application. Here are key features in the manual to look for.

Custormer Service Inter Face [CSIF)

THEINSURED TAE

i! ﬁ@&- The Insured Tab is the defauk screen which

appears when the record is displayed forthe first
time and at anytime tha anothertab does not
contain information. A= 3 demonstration of this:

Action Steps

Whiat wou type or do ‘what happens

- 1. Click once onthe Term Since the Term Cowerage

Coverage tab. tab has notyet been
activated, we recene the
meszage box below.

L50F

vooor- 3 cn o wmecin beaa b b Fecln

s TG S

v i ne

2./ /I:Ilck Uk ta closethe
Mles=sage Box.

The Insured Tab screen for
his policy re-appears.
Maote: By default, the
tabbed zcreenz always

retum to the Insured
when th ;




Customer Service Interface (CSIF)

Text Conventions

Throughout this manual, some numbers, letters, and other characters are
W printed differently than the surrounding text. This is because this text
requires special attention. If, for instance, an instruction requires typing
the words My programs, thisis what will be written:

Type My programs

All buttons to be clicked, selections to be made, or text that is referenced
in a document on screen appear in bold text:

Click the Bold button.
Select the text My programs.
Select Keep with Next.

Text or numbers from the Application will be displayed in the following
font:

ANDERSON, JOHN
232 N HAM LTON PKWY
CLEVELAND, OH 54221

File names are referenced in italics and use the case conventions for the
current operating system. For example, a Windows 95 text file might
appear likethis:

Document.txt

All keysthat are referenced from the keyboard and all keyboard/mouse
combinations appear like this:

Press [ENTER].
[SHIFT+Click] the table cell.

.o AR
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Customer Service Interface (CSIF)

Note Conventions

A Stop Sign warns you of things that must be
performed to a) continue the process you are in or
b) to avoid a serious difficulty.

The Target icon is to draw attention to the purpose
of certain steps, to understand why you should use
them or what you will accomplish.

W
Ca
-

The Mortarboard Grad Hat points out exercises to
help you gain confidence and expertise.

E

The Book icon points out “book” knowledge which
you may not immediately need to operate the
program but that you may need to know later.

I,
" -
- ),

i_l

The light bulb brings special attention to items that
are time savers or have value beyond the scope of
the application. They may also help you draw
important or helpful conclusions.

What you will need

INTENDED AUDIENCE

This manual assumes you are familiar with the Windows 95 operating
system and with the various network and logon protocols necessary to
operate your workstation. If you are not, please refer to your Windows
95 operations manual for information on how to use the mouse, open and
close windows, operate menus and so on. If you do not have such a
manual, contact your supervisor or LAN administrator for help. For
further information regarding your network and logon procedures, see
your LAN administration person.

This manual aso assumes the you are familiar with the normal business
practices of the Transamerica Assurance Company and the general tasks
and practices of your job.

LI Ry ] -
.-t
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Customer Service Interface (CSIF)
- - e,
OTHER PROGRAMS

Y ou will need

» Accessto the Terminal program Extral

* A password and account on the TAC Mainframe system

* Accessto the test data that this manual uses for examples
and exercises

If you do not have these items, please contact your supervisor or LAN
administrator for help.

.o AR
Page 6 Transamerica Life Companies



Customer Service Interface (CSIF)

Meet CSIF

Understanding CSIF

Transamerica Assurance Company would like to make certain that each
customer who contacts usis as satisfied as possible. That usually means
giving them fast and efficient answers to questions from TAC customer
service people. To help in this process, TAC has developed an easy to
use, Windows based application which simplifies the process of getting
policy information from TAC' s database and into the hands of the
customer service representative.

The TAC Customer Service Interface (CSIF) also alows changes to the
policy information. If you have used the LIPAS mainframe system in the
past, you know that you must learn a series of commands to access and
manipulate policyholder information. With CSIF' s easy to use screens, it
is easier to perform these tasks. Most information can be accessed with
simple “point and click” commands and it is easy to see where you are
going. Information is placed on the screen in an easy to view forms and
editing is as simple as clicking and typing.

At first, CSIF may seem slow. However after realizing all of the
commands that are being automatically sent to the mainframe in the
background, you will understand how rapidly thisinformation is being
accessed. We hope you will like using the new CSIF application and
that, in turn, our customers will be happy with your ability to quickly
access and change customer information.

.- b
Transamerica Life Companies Page 7



Customer Service Interface (CSIF)

ﬁ The first task will be to open the Customer Service
@‘ Interface so that we may work with it. We will also

have to open the Extra! Application to attach to the
Mainframe.

.o AR
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(CSIF)
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Opening the Customer Service Interface (CSIF)

Action Steps

What you type or do

What happens

1. Left click on the Start The Windows 95 Start
button in the lower left Menu opens.
hand corner of the
desktop.
] Start
2. Slide the mouse through The Start menu will open

the Menus to choose:

Programs
Extra! for Windows
Extra! Display

up as shown below.

Accessones
Adobe
Adobe scrobat

CaptureE ze
ER win
EXTRA! far Windaows

&3 EXTRAI Basic Editor

Inzide Adobe Phatoshop 4 @ EXTRA! Configurator
lomega Toalz B EXTRA! Display
Moafes VingS can 6 EXTRA! Help

% MS-DOS Prompt

Microzoft Office

Microzoft

@ ERTRA! Keyboard Remapper
& EX[RA! Printer

@ Msmailese Novell ¥ > EXIRAI Status
Odbe 4
RoboHELP v
StartUp »
WinZip 4
TF Microsaft Word
M5-DOS Prompt ;
e Click here to
i 2 Windows Explorer.exe .
= i begin Extra
Documents L4 session
@ Settings 4
o) @ Eind L
(0]
| @ o
o]
-] Bun...
; Shut Down...

Transamerica Life Companies
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3. Click on the The Open Display
Extral Display Session dialog box
appears.
command.
Open Display Session

Session Name:

B TLAS101T Cancel 1

Session Description:

Microsoft SMA Server
TLTAZ107

DFT AutaSenzed Display [EAB ]
Mo Startup Macra Attached

4. Highlight the appropriate The Terminal window opens
session and click OK. and a LIPAS mainframe

. . session begins.
Note: if you are uncertain 9

which session to choose,
check with your Supervisor

H EXTRAI A - TLAZ107T
Fie Edt Vie o Options Connestion Macro Tools Window Help

[ ]

fa A TLAZIBIT RS C1 12:07  9/12/97

LI Ry ] -
.-
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Customer Service Interface (CSIF)

55. Locate and double-click on | The EDM Applications
the EDM Applications folder opens.
folder.
EDM
applications
& C:AWINDOWS\Desktop EDM .. [E[=]
File Edit “iew Help
Cor Payrment
Inguiry
Recon Admin Recon TALC Adrmin
| object(z) |254KE v
6. Locate and double-click on | The Login dialog box will

the CSIF shortcut in the
folder window.

3o

C5lIF

display asking for your

User Login ID
(which may appear)

and

password.

.o oAb
Transamerica Life Companies
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Logging In

Page 12

M Logon to Host

Uzer Login 1D ;XMFTST
Fagzzword: ; xxxxx

Login 1 Logoff 1 LCancel 1

Action Steps

What you type or do

What happens

If necessary, type in the
User Login ID given to
you by your trainer or
supervisor, in the text box
labeled...

User Login ID

The text appears in the text
box as typed.

Note: The User Login ID is
usually defaulted to the last
successful login.

Click into the Password
text box and type your...

password
(from supervisor or trainer)

The text appears in the text
box as *******'g,

Click once on the Login
button.

Login 1

or press
[Enter]

If the ID and password are
correct the CSIF Search
screen opens as illustrated
below.

-_-_-.'- =
.
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The Search screen

Search type
is chosen
from drop-
down list.

Search
parameters
are typed in
this text box.

Begin each
Search with
Search
Command.but

A QUICK LOOK AT THE SEARCH SCREEN - The default screen
at the beginning and end of every search is the Search screen. Below are
the basic components of this screen. Other objects may appear on this
screen as more complex kinds of searches are chosen.

A 1] 3
Select Search By: ‘ | |PD|IC}' Humber :j|
// //' Search 1
// / /
/
/
/ / /
/
/
/
/
/
/
/
/
/
Exit 1

Exit CSIF application.

ﬁ To begin using the CISF application, a policy record
@‘ must be chosen. This is done from the Search

screen displayed when the program is opened.

The most common form of search is by Policy
Number that will be the next task.

N - - e,
Transamerica Life Companies Page 13



Customer Service Interface (CSIF)

LI Ry ] -
.-t

POLICY NUMBER SEARCH

Action Steps

What you type or do

What happens

Click into the text box
labeled

Select Search By:

and type the Policy
Number...

50244111.

The number is displayed in
the text box as typed.

Check to be certain that
Policy Number

is selected as the Search
Type.

Note: Policy Number
should already be selected
as the Search Type since
this is the default

Click once on the Search
command button (or press
[Enter]) to begin the
search.

Search I

The CSIF Main Screen is
displayed as illustrated
below.

LI Ry ] -
.-
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The Header
section
displays
policy
information

The Tabbed
sections are
accessed by
the yellow
tabs

The Close
tab

Customer Service Interface (CSIF)

T,

M TAC - Customer Service Interface - ¥1.0.0 MNov 03 1997 |_ (O] x]

File 1z Help

N [50248171 51 BENWAY.LUCY 471624018 =l
IINFURCE-PHEM. PAYING Cost of Insurance Paid to: W

Serjfng Agency [MINNEAPOLI  [o0ia | Phone | Agent [SIMONS § A [188875

mployer: ]PHAIHIE ISLAND TRIBAL COUNCIL

Group S0 #: [A899069000 Emploper # [5505

Insured | U} Coverage | Term Coverage | Financial Info.

Withdrawals | Motes | Today's Transgélions | Close

| S5M: 411231083 |

Owner, Cop's Address /

1185 1SLAND BLYD

Add Interested Party 1

[WELCH MN 55003

Delete Interested Party ;

Compare EDMILIPAS Inlo.;

Send bil )6 the Duner? W

e BE Ry LY
Date of Birth: FEB 1353 | SSM: [471-62ame |
Durer. Corp: FRAIRIE ISLAND TRIE
B BENWAY, LLICY
Payor S5M: 471 :
Insured's Address
1984 WIDBATA ST
WELCH MN 55089
Berefician: [SPEC BENE DESIGNATION - SEE IM€E DOC |
Relationship: | OTHER

4,

Click on the Close tab to
return to the Search
window.

The Main Screen closes
and the Search window is
displayed again.

Transamerica Life Companies



Customer Service Interface (CSIF)
- - e,

OTHER SEARCHES

There are a number of Types of Searches that can be made from this
screen. Clicking on the drop-down list shows:

* Policy Number

* Company Name
* Social Security
* Insured’'s Name
* Group No. -Ext.
* Employer #

e Group SD #

require the exact parameter to match the data in the
record. For example, the Policy Number you typed
earlier must exactly match a policy number stored in
the LIPAS system or the Search will be
unsuccessful.

f All of the choices above except for Insured’s Name

fégﬁ- Since Insured’s Name allows partial name
%‘ searches, in our next task we will look for a record

using this Search Type.

.o AR
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Customer Service Interface (CSIF)
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INSURED NAME SEARCH

Action Steps

What you type or do What happens
1. In the drop-down list Beneath
choose...

Select Search By:,

Insured’s Name a check box appears next
to a new option...

Other TA Policies.

Select Search By |

Other TA Policies [
Search

@ Note: clicking on the checkbox by Other TA Policies

toggles two additional ways to find an Insured: by
Date of Birth over a range of years and by SSN
(Social Security number).

Note: The next step assumes the checkbox is NOT
checked so that these options are turned off.

Select Search by: disappears and is replaced
highlight the current Policy | by LINE, a partial
Number and type the Insured’s Name, is
letters. .. displayed in the text box as

“LINE” it is typed.

3. Click once on the Search A grid open in the lower
command button to begin section of the screen
the search. showing Insured Names

) which start with LINE...
Search g

:

Transamerica Life Companies .I.Dage 17



Customer Service Interface (CSIF)
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£ [ [O] =]

Grid of Gelect Search By: [Lme | [Imsuredts Name 2|
Insured Names
beginning with

Other TA Palicies  [J

the letters - Searh
LINE
Name [s5M [Date of Eirth [UL Palicy -
E BURYLS 2251842 4428791 501242802-51
LINE, D ID 13524756
LINE LALIRA 12/21/46 =
4, Double-click on the second | Another grid opens below
name in the grid, the first showing all
lici h rt with th
LI NE, DAVI D. policies that start with the
letters LINE.
N [L[CIx]
Dou ble Select Search By: |UNE | |Insured‘s Mane .:.“
clicking on L e
LI NE, DAVI D ther alicies
here Search
Nawe [asN [Date of Bitth JUL Policy -
LINEXRURYL 5 3 4428/ B0242802-51
LINEDAWID & “13/24056
LIME LALRA 344387753 12/21/46 hd
[LINE B#iD
. proq uces =— [iome [Prodct Mis :
thlS IlSt 03511021 LIME, DAVID Baszic Group Term
E it 1
We are looking for Ronald Lines, not David Line so

we will narrow our search by refining the search
parameter. While we could find Ronald Lines by
scrolling through all of the names, it will be faster to
narrow our search.

L LT
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1. Return to the The text window now reads
Select Search By: LI NES.
text box and add an
113 SH
to LI NE.
2. Press CSIF has found 4 Insureds
[Enter | whose last name starts
with LINES, 3 of whom
on the keyboard to begin | show on the grid.
our refined search.
3. Double-click on the third The CSIF Main Screen for

name in the list,
LI NES, RONALD.

this policy record is
displayed.

.o oAb
Transamerica Life Companies
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Customer Service Interface (CSIF)
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CSIF Main Screen

A QUICK LOOK AT THE MAIN SCREEN - The Main Screenis
divided into two sections - the HEADER and the TABBED sections.

The HEADER contains information from the LIPAS record and it will
remain at the top of thiswindow all during your current CSIF search.

The TABBED section contains seven (7) tabbed screens which can be
accessed by clicking on the appropriate tab. The Closetab isreally more
like a Command Button, returning you to the default tab, the Sear ch

Screen.
# TAC - Customer Service Interface - ¥1.0.0 Nov 14 1997 M= B
The H EAD ER File Huery Bolicy Hepats Help
section - will Insured: [5014815651  LINESRONALD F 439647703 =] [Change|
stay in p|ace [CASH SURRENDERED EFFECTIVE: UL 01 97
during each Sewvicipdazncy: [EDI SERVCO 6527 Fhone: | Agent [§ D 3500 [032713
search ploper: ;EALMAH, INC. Group 50 #: ;Am 1130000 Employer #: ;593
Insured ; UL Coverage | Term Coverage | Financial Info. T‘\%ii'«%z&w:&?a TNoles ? Today's Transactions ?Close i
Insured: LINES.ROMNALD F |
Date of Birth: MNOW 1155 S5N: 1493-64-7709
The TABBED Payor: LINES. RONALD |
. Payor 551 433647709
SeCtl on al I ows Ingured's Address /
movement tO 16003 RICHMOND Add Interested Party ;
BELTOM MO 6401
tabbed
SC ree nS Compare EDMILIPAS Info. ;
Beneficiary: [KAREN R LINES |
Relationship: [WiIFE

.o AR
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Customer Service Interface (CSIF)
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THE INSURED TAB

A QUICK LOOK AT THE INSURED TAB SCREEN - This screen
shows all of the information about the Insured and/or Owner of the
policy for which we have just searched. It always the first screen shown
after asuccessful search. We will work more with this tab when we
come to Working With the Insured Tab, further in this course manual.

The Insured Tab is the default screen that appears
- when the record is displayed for the first time and
anytime another tab does not contain information.

The following steps demonstrate this.

Action Steps

What you type or do

What happens

1. Click once on the Term

Coverage tab.

fage T Term Coverage

Fin

Since the Term Coverage
tab has not yet been
activated, we receive the
message box below.

CSIF

Term Coverage infarmation not available at this time.

ze TALC Admin.

2. Click OK to close the
Message Box.

The Insured Tab screen for
this policy re-appears.

.
.-

Transamerica Life Companies

.I.Dage 21



Customer Service Interface (CSIF)
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3. Click once on the Close The Search screen is
tab. displayed with the last
-aclions T Close '; Insured Name in the Select

Search By: text box.

.o AR
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Customer Service Interface (CSIF)

..ol
NOTES AND TODAY’S TRANSACTIONS
A QUICK LOOK AT NOTESAND TODAY'STRANSACTIONS-

After completing a search you may receive a notice like one of the ones
below, displayed on top of the Insured Screen.

Information sent to LIPAS is saved in files which are
batch-processed on a schedule by the main frame
computer, usually at the end of the business day.
Since recent changes will not have been entered into

the permanent records yet, you are notified when un-

processed changes have been made so that you can
take them into consideration before taking any
further action on a policy.

§
u:t f_ In most of the classroom activities, this message box
- /1 « | Will display after any search, since student activity

will invoke this message. Normally, you should check

the Notes or Today’s Transactions screens
whenever this message appears. In our classroom,
we will not need to do this each time the message
appears.

Kl

.
. .-l
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Customer Service Interface (CSIF)

fégﬁ- We will check both the TODAY’S TRANSACTIONS
%‘ tab and the NOTES tab before considering any
changes in this record.

Action Steps

What you type or do What happens
1. Search for policy number The CSIF message box
50243788. appears showing activity

today on this policy.

CSIF

2. Click OK in the Message The Message Box clears
box. from the screen

3. Click once on the Today’s | The new window displays
Transactions tab. on the screen.

es | Today's Transactions | Clo

4. Examine the Today’s Notice the change has
Transactions screen. been made in this record
today.

.o AR
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Customer Service Interface (CSIF)

Ty | o) |7 oisl Decbets 7 okl vty [ Tiwe |Camcerr -.|
SINHLUHERHEL 4 1=l JULE il [ Tk 3144 |
L1 ODBODEE 4FTET $L00 L 18 3147
W4-CHEERED LFTET I 100 165 -4
SIL-HUDEE 4F 51 FLULE i 1 1:4k
S5 HE TLOAM 4FTET $Tu00 L |5 3 B
AET-HE TLDMK dFTET I 100 16233
HESH-HE TLLWH 15l K 1 1 L
SO0 CHECHED 4FTET $u0d L 11.51:17 |
AEOEODRE dFTET §000 1 O 115117 )
MESHHL TLLH Tl UK 1 175
wewl {EEHF iETET e i1 [ T

5. Click once on the Notes The new window displays

tab. on the screen.

vawalz T Motes T Today"

6. Examine the Notes screen. | Notice the note in the first
window.
FROCESS TODAY  =%ES FMTHHSTY
7. Click on the Close tab. The Search screen is
displayed.

:actions T Close }

é

.
.-
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Customer Service Interface (CSIF)

l’ Exercises

"

A.
SEARCH FOR POLICY # 50242980.

1. Type50242980 in the Select Search By: text box.

2. Make certain that Policy Number is chosen as the Search Type.
3. Click once on the Sear ch command button.

4. Click once on the Close tab.

B.
SEARCH FOR LUCY BENWAY'spolicy using a partial name
sear ch.

Click on the Drop-down List down arrow.

Click on Insured’s Name.

Highlight any entry in the Select Search By: text box.

Type: BENW.

Click once on the Sear ch command button.

Scroll down the list that is opened until BENWAY, LUCY is can be
seen.

Double-click on the name BENVAY, LUCY.

8. Click once on the Close tab.

ounkcwbdpE

~

Don't forget to click on the Close tab each time you
leave a record to be certain that all actions are

recorded.

Advanced

Using the Company Name search parameter, find Wayne Clark’ s policy.
Heis employed by Payroll Transfers, Inc. Once you have found it, return
to the Search window.

.o AR
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Customer Service Interface (CSIF)

Working with the Insured tab

Confirm caller identity

are allowed access to an Insured’s record. While
your supervisor can better advise you regarding who
has this right, usually only the Owner, Employer or
the Agent of record may have access to this
information. To determine this, you will be required to
ask a caller for certain information which you can
confirm from the Insured Screen.

@ In compliance with privacy laws, only certain people

We will look at some of the areas that might be used

%ﬂ:ﬂﬁ for caller confirmation in the following steps.

Action Steps

What you type or do What happens
1. Search for the policy The Insured Tab screen
number... for Amy M. Brown is
50244720. displayed
2. Locate the Insured’s Social

Security number.

S5M: |592-32-4488

3. Locate the Insured’s Date
of Birth.

Date of Birth: FEB1E Y7

.
.-
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4. Locate the name of the
Agent which produced this
p0|icy and the Agency Agent K1 INGHOF M 804363
number.

5. CI|Ck on the C|OS€ Tab to The Search screen iS
return to the Search displayed with the current
screen. policy highlighted in the

aclions | Close | search text box.

LI Ry ] -
.-
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Customer Service Interface (CSIF)

Changing Insured information

CHANGING AN ADDRESS

,ﬁﬁ' A technician using CSIF will often need to change an
%‘ Insured’s address. The following steps demonstrate
how to change an Insured’s address with CSIF.

Action Steps

What you type or do What happens
1. Search for policy number A CSIF message box
50243777. displays showing that there
is activity on this policy
today.

Activity on this policy today. Pleaze check before updating.

2. Click OK. The message box closes
and the policy’s Insured
Tab screen is displayed.

3. Highlight the first line of the | The Insured’s address is
Insured’s Address by highlighted.

clicking and dragging the
mouse across the address.

Inzured's Address
2715 TIMBERLAKE AV
DELTOMA FL
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4. Type The highlighted address
150 Welton Way. disappears and the new
address is entered.
5. Highlight the Insured’s | The City, State and Zip
Code address and type: new City, State and Zip are
Detroit, Ml 25874. entered.
6. Click once on the Update | After a few moments (the
button. Windows ‘thinking’ icon
appears), the Process
Update Complete Message Box
appears.
7. Click on OK to close the The message box closes.
message box.
8.  Click onthe Today’s The address change is
Transactions tab. noted on the screen.
;T Today's Transactions i Clo
Tranzaction IEIerk ITotaIDebits ITotaI Credits ITime IEanceI? -
2605---4DDR AFTST $0.00 $0.00 14:58:00
9. Click once on the Close The Search screen is

tab.

:actions | Cloze 5

displayed with the current
policy number highlighted.

LI Ry ] -
.-

Transamerica Life Companies



Customer Service Interface (CSIF)

ADDING AN INTERESTED PARTY

ﬁ Often, a CSIF technician must add or edit an
%‘ Interested Party on a policy. In the steps below we
will add an Interested party to a policy.

Insured, who may pay the bill for the policy or not

An Interested Party is an entity outside of the
@ and still have an interest in the value of the policy.

Action Steps

What you type or do What happens
1. Search for policy number A CSIF Message box
50277496. displays showing that there
is activity on this policy
today.
2. Click OK. The message box closes

and the policy’s Insured
Tab screen is displayed.

3. Locate and click once on | The Add Interested Party
the Add Interested Party dialog box comes up with
command button. spaces for information to

be entered.

N - - e,
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8 Add Interested Party

Last Mame:

Firat M ame:

Relation:
Address:

Effective Date:

[ 3

Send bill ta thiz party? [

Add

Cloze

S5M:

4. In the Last Name text box

type:

REYNOLDS

and press the [Tab] key.

The name is entered and
First Name text box is
highlighted.

5. Type:

JUANITA

and press the [Tab] key.

The name is entered and
the Relation drop-down list
is highlighted.

7. Click on the arrow button at
the end of the Relation text
box and scroll down to click

once on:
OMER, TRUSTEE

The Relationship is
selected and placed in the
text box.

8. Click into the first address

line and type:

1233 PINE ST

press [Tab] and type:

ALGONQUIN, OH 37214

The address is entered into
the first two lines of the
address text boxes.

:

Page 32
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9.

Change the Effective Date
to read:

JUN 14 97.

The date changes.

10.

Click on the check box next
to...

Send Bill to this Party.

A checkmark appears in
the check box.

11.

Click in the SSN text box
and type:

454-22-7970

The Social Security
number is entered into the
text box.

12.

Click on the Add command
button.

Add

After a few moments, the
CSIF Process Complete
message box appears.

13.

Click OK.

The message box closes.

14.

Click on the Close
command button.

Cloze

Note: Not the Close tab.

The Add Interested Party
dialog box closes.

15.

Locate and examine the
changes in the Insured
Tab screen.

See illustration below.

N - - e,
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Owner,

Trustee Line

added

Interested

Party section

added

Customer Service Interface (CSIF)
.- Abie

Inxuledg UL Coverage | Term Coverage ; Financial Info. ; Withdrawals | Notes ; Today's Transactions ; Cloze ;

Ihgured:
Crate af Birth:

Owrer, Trustee

ﬂi}'ul.
Payar 55M:

Beneficiary:

ARMSTEAD. TONI T

NOV 0251 |

SSN: [z87-52-1181 |

REYNOLDS JUANITA

ARMSTEAD, TOMI

Insured's Address

Owner's Address

21725 TRENTON W'

|1 233 FINE STREET T

#5107

DEWVER CO 80231

#GDNQUIN,DH 37214

| Compare EDMILIPAS Info. ;

[0 B ARMS TEAD

Relationship: /ﬂDTHEH

K]

Update ;

16. Click once on the Close

tab.

-actions T Cloze 3

The Search screen is
displayed with the current
policy number highlighted.

When the Close tab is clicked, an automatic letter is
generated notifying the Owner of this change. A copy
will also be sent to the Agency. The letter will be sent
to you default network printer where it can be picked
up for mailing.

LI Ry ] -
.-
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CHANGING BENEFICIARIES

Customer Service Interface (CSIF)

Changing the Beneficiary on a policy is a common
task, easily done in the Customer Service Interface

%‘ application.

Action Steps

What you type or do

What happens

1. Search for policy number A CSIF Message box
52012861. displays showing that there
is activity on this policy
today.
2. Click OK. The message box closes
and the policy’'s Insured
Tab screen is displayed.
3. Next to Beneficiary:, The line is highlighted.
highlight...
3 SONS & 1 DAUGHTER
by clicking and dragging
the mouse across the line.
4. Type: The typed information
ANDREW DE VITO replaces the highlighted
information.
5. Next to Relationship:, click | The Relationship drop-
CHILDREN
to open the drop-down list.
6. Scroll down and click on The beneficiary relationship

SON
to select this relationship.

is chosen.

.o oAb
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7. Click once on the Update | After a few moments, the
command button. Process Complete
message box appears.
Update
8. Click OK. The message box
disappears and the
Insured Screen is
displayed.
0. Click once on the Close The Search window is
tab. displayed with the current
policy number in the search
text box.

When the Close tab is clicked, an automatic letter is

generated notifying the Owner of this change. A copy

will also be sent to the Agency. The letter will be sent
to you default network printer where it can be picked
up for mailing.

LI Ry ] -
.-
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‘ Exercises

A.

The Insurance Coordinator from Early Memorial Hospital has called.
After verifying the caller, you ask the Coordinator how you can help.
She would like you to change employee Everlena Hutchins' addressto :

1616 Peachtree Ln
Atlanta, GA 31688

Her policy number is#50001125

In the Select Sear ch By: text window type 50001125.
In the Drop-down List, make certain Policy Number is selected.
Click on the Search command button.

Click OK on the CSIF message box.

Highlight the first line under Insured’s Address.
Type 1616 PEACHTREE LN.

Highlight the second line under Insured’s Address.
Type ATLANTA, GA 31688.

Click on the Update command button.

10 Click OK in the Process Complete message box.

11. Click on the Close tab.

©ONO A WNE

B.

Linda Gower, policy number 50242196, has written to add her sister,
Marge Gower, as an Interested Party, specificaly as an “Owner, Part.”.
Ms. Gower would also like the bill sent to Marge. The sister’s addressiis:

204 Champion Way
South Bend, IN 46602

Her Social Security number is:
402-22-8011
Do not change the Effective Date.
1. Inthe Select Search By: text window type 50242196.

N - - e,
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In the Drop-down List, make certain Policy Number is selected.
Click on the Search command button.

Click OK in the CSIF message box.

In the I nsur ed tab screen, click once on the Add I nterested Party

command button.

In the Add Interested Party dialog box, click into the Last Name:

text box and type GOWER.

Pressthe [Tab] key and type MARGE.

8. Click onthe Relation: Drop-down List down arrow and select
OMER, PART.

9. Click into the text box next to Address: and type 204 CHAMPION
WAY

10. Pressthe[Tab] key and type SOUTH BEND, IN 46602.

11. Click into the SSN/TAX ID text box and type 402-22-8011.

12. In the checkbox next to Send bill to this party?, click once.

13. Click on the Add command button.

14. Click on the Close command button.

15. Click on the Close tab.

arwn

IS

N

C.

A Representative of Payroll Transfers, Inc. has mailed us a request to
change the Beneficiary for policy #50244699, James A. Waddell. The
new beneficiary is Amber Welldey, daughter. Make these changes.

In the Select Sear ch By: text window type 50244699.

In the Drop-down List, make certain Policy Number is selected.
Click on the Sear ch command button.

Click OK in the CSIF message box.

Highlight the text box next to Beneficiary:.

Type AMBER WELLSLEY.

Click on the Relationship: Drop-down List and select DAUGHTER.
Click once on the Update command button.

. Click OK inthe Process Complete message box.

10. Click on the Close tab.

COoNO>OA~MWDNPE

.o AR
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ADVANCED

The HR director from U.S. Home Corporation has written to request
several changes to policy number 50241009 for Paul D. Sims. First, his
address has changed to:

12740 Cahuenga Cyn
Woodland Hills, CA 91367

Next, thereis now adifferent beneficiary, Ivy-Wright Sims, the
Insured’' s sister.

And last, thereis anew Interested Party, the Insured’ s father, Phillip
Sims whose address and Social Security number are:

2201 Cherry PI
Rochester, NY 01999
410-44-1235

He will be an Owner, Individual.

N - - e,
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Working with the Withdrawals
tab

Processing a loan

ﬁ Customers who own Universal Life policies can
@ borrow against the cash value of their policy. In the
steps below, we will process a loan for $500.00.

Action Steps

What you type or do What happens
1. Search for policy number A CSIF Message box
50243788. displays showing that there
is activity on this policy
today.
2. Click OK. The message box closes

and the policy’s Insured
Tab screen is displayed.

3. Click once on the Another CSIF Message
Withdrawals tab. box reminds that there has
il Info. TWithdlawals 3’ Males | DEEN activity on this policy
today.
4. Click OK. The message box closes

and the policy’s
Withdrawal screen is
displayed.

5. In the Loans section of this | The Maximum Loan Value
window, highlight the Loan | js replaced by the number
Amount Available line and | typed.
type

500.00.

.o AR
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6.

Click on the Process
Check command button.

Proceszs Check J

A CSIF Message Box
appears confirming this
action.

Click YES.

The message box closes
and the Process Check -
Verify address dialog box
opens.

Next to Voucher Remarks,
near the bottom of the box,
click to open the drop-down
list and select,

Agency.

The loan check will be sent
to the Agency of Record for
forwarding to the Insured.

Yaucher Berark.z:

Clirectly

Agency
Pick-up

Click on the Process
command button.

Froceszz

The Process Complete
message box appears.

10.

Click OK.

The Process Complete
message box closes.

12.

Click on the Close tab.

:actions T Close }

é

The Search screen is
displayed with the current
policy number in the search
text box.

.o oAb
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Partial Surrendering a policy

Policy holders who have a cash value in their policy

may wish to partially Surrender their policy in return

for some of the cash value of the policy. Some
coverage is continued.

We will execute a Partial Surrender for the maximum

%ﬂ:ﬁﬁ allowed value in the steps below.

Action Steps

What you type or do What happens
1. Search for policy number | A CSIF Activity Today
50241007. Message box appears.
2. Click OK. The message box closes

and the Insured screen
displays for this policy

record.
3. Click once on the Another CSIF Message
Withdrawals tab. box reminds us that there
il Info. TWithdlawals 3/ Hotes h?lS be?n activity today on
this policy.
4. Click OK. The message box closes

and the Withdrawals
screen displays for this
policy record.

.o AR
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In the Partial Surrender
section of the screen, click
on the Process Check
command button.

Frocezz Check J

A CSIF confirmation box is
displayed.

Click on Yes.

The Process Check -
Verify Address dialog box
is displayed.

Click on the Process
command button.

Process

In a few moments, the
Process Complete
message box is displayed.

Click OK.

The message box closes
and the transaction is
made.

Click once on the Close
command button.

Close

The Process Check -
Verify Address dialog box
closes and the
Withdrawals screen is
displayed.

Note that the Process
Check and Process Only
options are no longer
accessible.

Frocess Bhechk

Re-Quate

EraEEsE arl

11.

Click on the Close tab.

The Search screen is
displayed with the current
policy number in the search
text box.

.o oAb
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When the Close tab is clicked, an automatic letter is

generated notifying the Owner of this change. A copy

will also be sent to the Agency. The letter will be sent
to you default network printer where it can be picked
up for mailing.

.o AR
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Terminating a policy

There are a number of different kinds of

%ﬂ:ﬂﬁ Terminations.

In the following example we will take steps to
Terminate a policy with no cash value which will help
clean up our database. This policy is showing in the
database as in-force which is an error.

Action Steps

What you type or do What happens
1. Search for policy number | pye to student activity, a
50277219. CSIF “Activity Today”
Message Box appears.

2. Click OK. The message box closes
and the Insured screen is
displayed.

3. Click once on the A CSIF Message box is

Withdrawals tab. displayed.

il Info. TWithdlawals 3/ Hotes

CSIF B

HR[FI-HO MOMEY |5 AWAILABLE FOR THE %/ITHDRAWAL TwFE REQUESTED
FATAL ERRORS - HR
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4. Click OK. The message box closes.
And another CSIF
message box appears
reminding us again that
there has been Activity
Today.

5. Click OK. The message box closes
and the Withdrawals
screen is displayed.

6. In the Terminate Policy Note: The default choice is
section of the screen, “Cancel within 30 day Free
locate the check box next Look”.
to the drop-down list in the
middle of the section.

7. Click on the checkbox to A checkmark is placed in
create a checkmark. the checkbox.

8. In the drop-down list next to | The selection is highlighted
the checkbox, select in the text box.
Termination.

T ermination j
Eftectrve Date for ATIG 20 95
Termination;
9. Click on the Process Only | A CSIF Message Box asks

command button.

Frocess Only

Note: Do not change
Effective Date for
Termination.

for confirmation for the
Termination action and a
final reminder that there
has been Activity Today on
this policy.

LI Ry ] -
.-
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10.

Click Yes. In a few moments, the
Process Complete
message box appears.

11.

Click OK The Withdrawals screen
displays.

Note: The command
buttons which are now
grayed-out.

Frocess Check | Re-Quote EraEEsE arl

12.

:actions | Close | displayed with the current

policy number in the text
box.

@j When the Close tab is clicked, an automatic letter is

generated notifying the Owner of this change. A copy
will also be sent to the Agency. The letter will be sent
to you default network printer where it can be picked
up for mailing.

.- Abie
Transamerica Life Companies Page 47



Customer Service Interface (CSIF)

}’ Exercises

A.

Ms. Rose Mae Ewing, policy humber 50240523, would like to borrow
the maximum amount possible from her current policy. Process thisloan
for her and have it sent directly to her home.

Search for policy number 50240523.

Click OK in the CSIF message box.

Click once on the Withdrawals tab.

Click OK in the CSIF message box.

In the L oans section of the screen, click once on the Process Check
command button.

Click Yeson the CSIF message box.

Click on the Process command button.

Click on the Today’ s Transactions command button.

Click on the Close tab.

agrwdE

© N

B.

Gina Baker from the Dallas Transamerica Agency has forwarded a
request from Marcia Dillon, policy number 50240956 to surrender her
policy for the cash value in it. Ms. Dillon would like to pickup the check
from the Agency.

Search for policy number 50240956.

Click OK in the CSIF message box.

Click once on the Withdrawals tab.

Click OK in the CSIF message box

In the Terminate Policy section of the screen, click on Process

Check.

Click Yeson the CSIF message box.

7. Nextto Voucher Remarks, click on the down arrow next to the
Drop-down List and select AGENCY.

8. Click on the Process command button.

9. Click onthe Today’s Transactions command button.

10. Click on the Close tab.

agkrwbdpE

o
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C

Policy number 50243651 for Timothy R. Ford is showing as in-force.
This policy must be terminated for no cash value.

Search for policy number 50243651. (new policy needed)
Click once on the Withdrawals tab.

Click OK on the CSI F message box.

In the Terminate Policy section of the screen, click on the checkbox
in the middle of the section.

Click on the arrow next to the Drop-down List and select
TERMINATION.

Click on the Process Only button.

Click Yesin the CSIF message box.

Click onthe Today’ s Transactions tab.

Click on the Close tab.

ApODNPRE

o

© N

ADVANCED

Mandy Ryan, Mel Klinghoffer’s assistant at the Klinghoffer Agency has
called with 2 policies of theirs that need work.

1. On Michad C. Batcho's policy, number 50243949, he wishes to take
aloan against the cash value of the policy for $500.00 and he would
like the check sent directly to him.

2. Policy number 50243846 is being surrendered for its cash value and
Mandy would like you to make that entry and have the check sent to
her for forwarding to the Insured, Michael Gareau.

N - - e,
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