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1. Introduction

The purpose of this document is to achieve the [ollowing:

Provide step-by-step guide for key Customer Service processes.

Enhance access to client investment information

Minimize process clog and case resolution

Ensurc continuity and uniformity of process in the cvent of staff turnover

Ensurc adcquatce controls of all processcs

2. Objective for ARM Customer Services

Strategic Objective — To enhance and create positive experience [or our clients.

2.1 Key Activities for Customer Services staff include:

To address customer complaints and provide resolutions

To identily areas where services can be improved

To provide relationship management service to clients

To populate and maintain the CRM database

To grow revenue from existing client base leveraging on customer analytics data
To provide clients with consistent and clear communication

To educate clients via Newsletters and other communication

To provide clients with regular information on products and services of the [irm

To provide a channel by which issues can be escalated

3. Structure

The Customer Services unit is made of the following logical structure as in the diagram below:

Client Services and Call Centre — responsible [or client queries
Clicnt Gommunication — responsible for cliecnt communication

Data analytics — responsible for data analytics, data integrity and customer feedback
surveys
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ARM Customer Services structure

Client i . Data Analyticsand
i Client Services and .
Communication Business
Call Centre
andSurveys Development

* Internal /External KPI
*+ Query Resolution (Voice, *Data Integrity and Quality
Email, SM5) + Business Development
* Complaint Mgt (Consumer Needs

* Newsletters
* Holiday messages
* Product Launch/Updates
* Education
*Emails
*SMS
* Marketing

*Client Education analysis)
* Cross-Selling * Customer Satisfaction
* Issue Escalation and Loyalty measurement

4. ARM Business model

Below is an illustration of the ARM Business model and various businesses
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ARM Business Model
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5.ARM Products and Services
ARM Products and Services include:

1. Asset Management Non-Pensions — Wealth Relationship Management (WRNM),
Private Wealth Management (PWM) and "Lrust

2. Mutual Funds — Discovery, Aggressive, Lthical and Gilt of a Lifetime (Vouchers)

for Mutual Funds
3. Iixed Income or MMI*
4. ARM Securities — Stock Broking

5. ARM Pcnsions
ARM Real Estate

Infrastructure Funds

L ® e

Hospitality and Retail Funds

Last Updated June 2012

Private Lquity Funds — ARM Capital Partners
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6. Equipment and Resources for Customer Services
All Call Centre agents should have the following equipment and access to the following:

AR M

1. Telephone handset connected to the main I\l Customer Services line —014488282.

0700 CALLARNI and or backup

2. Headset connected to the phone handset

A note pad

4. Each dcsk should be a sufficient distance away from the other desk or screened such
that conversations with clients are (o an extent private

5. Tach GSO workstation should be configured [or access (o the lollowing applications
only. The workstations would be locked (o this configuration.

Application

Description

1. Hitrust

I'und Administration soltware

2. Maximizer CRM

Customer Relationship Management application

3. WRAP

Clicnt Login portal for checking statcments
online elc

4. WRAP ID program

For creating WRAP id for new clients

5. Zanibal

Brokerage/Stockbroking application

6. Crystal Reports

To run reports for clicnts, mostly statcments

7. ARM Intranet — Customer Services DMS

T'o obtain documents relating to customer
services

8. Wcebsitces

WRAP —

https://www.mvarmwealthplanner.com

Client Login Portal

http://www.arminvestmenteenter.com

ARM Investment Center website

http://www.arm.com.ng

Corporatc wcbsite

hitp://www.armpension.com

ARNMI Pensions website

http://www.armsecurities.com.ng

ARM Securities website

http://www.armpropcrticsplc.com

ARM Propcrtics website

Last Updated June 2012
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hup://www.lakowelakes.com ARM Properties Lakowe Lakes Goll Estate

website

http://www.mvadiva.com ARM Properties Adiva Estate website

http://www.quicktcller.com/arm

ARM Rectail Onlinc payment platform

https://newmail.arm.com.ng/owa ARM stall email via the web

hitp://armintranet ARM Intranet internal site

7. Operations

7.1 Mutual Funds

PROCEDURE PROCESS TIMELINE CONTROL
OWNER S
Attending to Walk-In Clients’
Investors walk into the office to gather information to guidce
them in making financial and investment decisions.
Potential Investor(s)
= Potential Investor is ushered in with a smile and offered a
scat
S . Front Pcrsonal information
LT EeRE @ VLM el Desk/Customer musl include contact
= Personal Information is gathered and entered on Service Officers phone number and
Maximizer as a lcad at the various Same Day | email address.
= Potenual Investor is introduced to the concept ol ARM Investment Inv_estment Ad\/.lSOl"
Centers assigned to client

Investment Center and asked for specific information to
guidc investment solution offered.

= Potential Investor is assigned to an Investment Advisor for
follow up

= At the cnd of the month, Front Desk/ Customer Scrvice
olficer must generate a report on Potential Investors

Last Updated June 2012

must be specified on
Maximizcr
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AR M

Existing Investor

= (Client is ushered in with a smile and ollered a seat

= Investor’s records are opened up via Maximiser (o

determine previous trend in enquiries (il any) made by the

mnvestor

= Purpose of Visit is established

= Details of meeting/inquiry is captured on the case created

on Maximizer

= At the end of the month, Front Desk/Customer Service

olficer must generate a report on Customer Cases created

Setting up Re-Investment of Dividend Mandates

Investors willing to re-invest their dividends need to do the
following:

= (Client indicates intention to have dividends re-invested by

sending a request letter in this regard

= Customer Service validates client’s personal and
investment information on HITRUST

= DMandate is set up on HITRUST

= (lustomer Service case is created on Maximizer

Setting up Online Access for Clients

Investors require access to their investments online to enable

them view their transactions and monitor the performance of

their investments.

= (Client indicates by email/ phone call or personal visit the
desire (o access investment( delails online.

= Client investment information is verified from Hitrust

= Password is set up on Hitrust and client is set up on
WRAP backend portal.

= An email using the standard template is sent to clients
stating their WRAP ID(customer code) and Password

= Client is advised to access his account after 24 hours of

receiving the login details

Last Updated June 2012

Iront
Desk/Customer
Service Officers

at the various
Investment
Centers

Front
Desk/Customer
Service Officers

at the various
Investment
Centers

I'ront
Desk/Customer
Scrvice Officers

al the various
Investment
Centers

Same Day

Same day
rcceipt and
3- week
processing
timc with
Registrars

Samc Day

All customer service
cases crealed must
either be assigned or
rcsolved in line with
specilied  timelines.
Cases that have been
assigned  for morc
than 48 hours must
be escalated

Client instructions
must bc adhered to
and recorded on
Maximizer

Passwords are case-
scnsitive and can bce
changed in  the
preferences section of
the portal. "T'his must
bc communicated to
client.
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AR M

Updating Personal Information

Investors may be willing Lo carry out the [ollowing updates:

Change Of Address

Client intends to change correspondence address.

= (licnt indicates by a request Ietter the desire to alter
personal investment information.

= Customer Scrvice validates client’s personal and
investment information on HITRUST

= Request letter 18 sent to Hupeju Investment Center for
processing

=  (Customer Scrvice casc 1s created on Maximizer

Change of Phone Number & Contact Email Address
= (Client indicates by email/ phone call or personal visit
the desire to update personal information

= Customer Service validates client’s personal and
investment information on HI'TRUST

= Customer Service updates phone number and email

Change of Name (Marriage reasons for Women)

The update is recommended [or women who have changed
their investment names by virtue ol marriage

= (Client indicates by email/ phone call or personal visit
the desire to update personal information

= Customer Service validates client’s personal and
investment information on HITRUST

= Client is expecled Lo provide the following supporting
documents:

Letter of request [or change of name
Copy ol marriage certilicate

Sworn athdavit

Banker’s conlirmation of signature

Newspaper publication

Last Updated June 2012

I'ront
Desk/ Customer
Scrvice Officers

al the various
Investment
Cienters

Front
Desk/Customer
Service Officers

at the various
Investment
Centers

Front
Desk/Customer
Service Olfficers

at the various
Investment
Centers

Same day
receipt and 2
week
processing
timc with
Registrars

Same Day

Samc day
receipt and
2-3 weeks
processing
timc with
Registrars

Change of Address
form can be sent as a
scanned attachment
by email. Addresses
will NOT be updated
on  Hitrust  until
request  letter is
received at the Head
Oftice

Unless other wise
conlirmed  obsolete
by the client, new
email and phone
numbers  replacing
existing ones should
be capturcd
accordingly with the
old ones retained as
alternative contacts

Documents must be
properly  scrutinised
belore sending (o
Head Office, Ikoyi
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AR M

= (Customer Service case is created on Maximizer

= Request is sent to Head Office, Ikoyl

Change of Name

‘I'he update is recommended for individuals who have
changed their investment names based on reasons best know
to them

= (licnt indicates by ecmail/ phonc call or personal visit
the desire to update personal information

= Customer Scrvice validates client’s personal and
ivestment information on HI'TRUST"

= (licnt is expected to provide the following supporting
documents:

Lctter of request for change of namc
Sworn affidavit
Banker’s confirmation of signature

Newspaper publication

=  Customer Service case is created on Maximizer

= Recquestis sent to Head Office, Tkoyi

Transfer of Investment

‘I'his applies when an investor intends to transfer units held in
any ol our mutual funds (o an exisling or polential investor

= (Client indicates by email/ phone call or personal visit
the desire (o transfer some or all units held in any of
our mutual funds

= Determine if transler is to be made (o an existing or
prospective investor

= Client is expected to provide the [ollowing supporting
documents:

1. Letter of request [or transler of investment

2. Original Investment Certificate (or sworn

Last Updated June 2012

Front
Desk/Customer
Service Officers

at the various
Investment
Centers

Front
Desk/Customer
Service Olfficers

al the various
Investment
Centers

Samec day
receipt and
2-3 weeks
processing
time with
Registrars

Same day
receipt and
2-3 weeks
processing
time with
Registrars

Documents must be
properly  scrutinised
before  sending  to

Hcad Office, Tkoyi

All documents must
be properly
scrutinised belore
sending to Ikoyi. No

changes must be
ellected on

HITRUST from any
ol the branch
locations.
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affidavit/Indemnity Form in the absence of a
certificate)

3. Initial Investment Form (for new/ prospective
investor)

= Customer Scrvice casc is crcated on Maximizer

= Request is sent to Head Olfice, Ikoyi

Handling Death of an Investor

All Supporting documents arc scrutiniscd. These include:

e Two photocopies of letters ol administration and First Registrars N/A Customer Service
probate must ensure that
: : documents are
e I'wo photocopies ol death certificate complete and

e Original Banker’s confirmation of the accurate

Administrator(s) signaturc(s)

e Administrators bank account number is required
on the banker’s conlirmation, along with passport
photograph(s) of Administrator(s) cndorscd by thc
bank

e Request Letter

e Payment of specilied sum [or the conlirmation of
letters of administration

e  Original Share certificate and dividend warrant
for cndorsecment

e Newspaper publication/photocopy of gazetle
e (ustomer Service case is created on Maximizer

e Requestis sent to Head Office, Ikoyi

NOTE: A cheque will be required for the processing
of the probate letter. The amount to be paid is

dependent on the Registrars. Ensure  that  the
number of  units,

Redemption Process Front 7 working | redemption amount,

An investor decides to disposc of units of investment in Desk/CGustomer | days — Lagos | telephone  number
any of thc Mutual Funds Serviee Officers and 10 and account details
: : : at the various working days | arc specified on the

= Probce for redemption recason and try to discourage T ] —Outside | redemption form
partial or full redemptions Centers Lagos Only the new

= (licnt complctes redcmption NUBAN account
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Client attaches certificates (or indemnity and sworn
allidavit in the absence of certilicates)

Customer Service case is created on Maximizer
Request is sent to Head Office, Ikoyi

Client is contacted by phone when cheque is ready

Subscription Process

An investor decides to invest in any of the Mutual I'unds

Investor completes initial investment form.

Ask for supporting KYC documents: Passport photo,
thumbprint, copy of government issued ID card

Clicnt can make payments at the nearcst GTBank,
Tirst Bank and Zenith Bank branches. Alternatively,
client can make online payments

The initial investment form and deposit slip is
received [rom the client. A copy ol both is time-
stampcd and handed over to the client for record
purposcs

Investment Form is passed to Opcrations Ikoyi to
created Investor’s prolile on Hitrust

Opcrations will follow up with the proccessing

NOTE: Certificates should be ready for dispatch to
client within 6 - 8 weeks of investment processing.

Setting Up a Direct Debit

An investor who banks with G'TBank, I'irst Bank or
Zcnith Bank can place a standing instruction that will
encourage consistent investments

Client completes the direct debit mandate (and includes a
cancelled cheque leal il the mandate will be set up with
FBN or Zenith.

A copy of mandate is given (o the client

Customer Scrvice officer crecates a Customer Scrvice casc
on Maximiser

Last Updated June 2012

I'ront
Desk/Customer
Scrvice Officers

al the various
Investment
Cienters

Front
Desk/Customer
Service Officers

at the various
Investment
Centers

Within 24-
48 hours

I week

should be

numbers
used.

Registrars will return
any rcdemption
requests  with  the
[ollowing issues:

1. Irregular signature

2. Units

discrepancies

Customer Service
must that
forms arc lcgible and
accuraltely completed

ensure

Clicnt must be
advised (o allow [or
2-week interval for
commencement date
o ensure that debit is
sel up accordingly
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= Debit form is sent to the Head Office, Ikoyi for [urther
processing

Cancelling a Direct Debt

For reasons beyond an investor’s control, the standing
instruction can be cancelled

= (lustomer Service olfice enquires why the client wants o
cancel the debit mandate. The aim of this probe is (o be
sure that it 1s not service related

= (Client prepares a letter for this purpose
= Customer Service case is created on Maximizer

= Clients request is sent to the Head Office for onward
notilication (o the bank

Requests to Registrars

Typically, all requests going to the registrars must be

accompanied by a request letter and supporting documents (il

need be)

Certificate Re-Issuance

A clicnt who has not reccived a certificate after | ycar of
investing will be required to provide the following:

= Letter of request for re-issuance
=  Completed Indemnity form to support the request
= Customer Service case is crealed on Maximizer

= (licnt’s request is sent to the Head Office and
forwarded (o the Registrars

Certificate Retrieval

This applies Lo clients whose certificates were returned
undelivered and archived al the Registrars

= Client will be requested o do a letter requesting [or

the retrieval of certificate

Expected response time is 1 week

Dividend Re-issuance

Last Updated June 2012

I'ront
Desk/Customer
Service Olfficers

al the various
Investment
Cienters

Registrars

Front
Desk/Customer
Service Officers

at the various
Investment
Centers

1 week

6-8 Weeks

1 week

Ensure that client
provides full
investment( name and
account number on
the letter

Clustomer Service
Officer must conlirm
that certificate has
not been returned
to the  registrars
before embarking on
the re-issuance
request

Customer Service
Officer must conlirm
that ccrtificatc  has
been returned (o the
registrars belore
embarking on the re-
issuance request and
retrieve storage
number from the
registrars
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This applies to clients who are yet (o receive and claim/or
misplace their dividends alter 6 months ol dividend payout

= (licnt will be requested to do a letter requesting for
the re-issuance ol dividend

Dividend Retrieval

"T'his applies Lo clients whose dividends were returned
undclivered and archived at the Registrars

= Client will be requested to do a letter requesting for
the retrieval of dividend warrant

General Guidelines
= All documents should be filed up immediately alter
use.

= Desk should be tidy, clean, and bare of all paper and
documents at closc of work.

=  Hard copy of working documents must be filed up
appropriately.

CREATING/ESCALATING CUSTOMER SERVICE
CASES

Maximizer is the primary Customer Relationship
Managcment for the Investment Centers. The process for
crealing Customer Service cases include the following;

. Clicnt lodges a complaint at the TIC

2. Customer Service Officer creates a service log on
Maximiscr and assigns to the respective officer-in-
charge

3. Case should be resolved in 24-48 hours depending on
severity

4. Head of customer service should be informed

Last Updated June 2012

I'ront
Desk/Customer
Scrvice Officers

al the various
Investment
Centers

I'ront
Desk/Customer
Scrvice Officers

al the various
Investment
Centers

Front
Desk/Customer
Service Officers

at the various
Investment
Centers

2-3 weeks

2-3 weeks

24-48 hours

Customer Service
Officer must conlirm
the status of the
dividend warrant
[rom the registrars
before requesting for
re-issuance

Customer Service
Officer must confirm
the status of the
dividend warrant
from the registrars

Customer Scrvice
must updale
Maximiser daily.
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7.2 Real Estate & Pensions

PROCESS TIMELINE CONTROL
OWNER S
Customer Immediate
Service/Front
Desk
Customer
Service/Front Immediate
Desk
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8. Reports

The [ollowing reports would be produced on a monthly basis:

I. No of phonc calls reccived

2. No of emails received

3. No of walk in clients

4. No of calls to cxisting clicnts

3. No ol calls to leads, opportunities

6. No ol complaints received

7. No of resolved and unresolved complaints

8. Results of feedback survey

9. Data integrity checks

10. No of clients with multiple products

I'l. No of dormant clicnts

12. No ol re-activated clients

13. No of clients with a recurring investment approach (DD , Online payment etc)
14. No of clients with the firm for over 5, 3 and 1 year

15. No of clients with the firm for lcss than | ycar and less than 6 months
16. No of redemptions (I'ull and partial)

17. No of WRAP hits

9. Glossary

Investment Receipt: A document sent to investors after confirmation and processing of their initial
and additional investments. Tt includes investor’s full names, correspondence and cmail address,
investment amount, price and number of unit is allotted.

Fund Statement: A document dctailing the position of an investor’s account. It gives a summary of
all transactions and the valuc of the investment as at a certain date.

Registrars: '1'his body is in charge of issuance of certificate and dividends; they provide up-to-date
investment information as it relates to an investor’s account.

Symbeols: This is the application used [or capturing and processing stockbroking (ransactions.

Investment Center (IC): This is the retail plattorm that offers access to investment opportunities in
Rcal Estate, Stock Broking and Mutual Funds.

Hamilton Hammer (HH): T'his is the stockbroking arm ol the group where stockbroking
transactions are completed.

Sale Mandate (SM): This is the document a client completes for the purpose of instructing a sale of
stocks

Purchase Mandate (PM): This is thc document a cliecnt completes for the purpose of instructing a
purchase of stocks

Contract Note: This is the document generated after trade confirmation and includes the following;
Namc, Clicnt details, Unit Pricc of Stock(s), Units bought/sold, and chargcs
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Appendix 1 — How to use and answer the telephone
1. Answer the phone before the 3 ring

2. Say “Good morning or applicable, you are through to ARM Customer services and you
arc spcaking to (namc), how may I hclp you.

3. Request for ID number and use WRAP or Hitrust to bring up client details

4. Ask and verify a few details such as email address and phone number, if details arc
different to what is within the database, apologise for the delay while you update or note
down the changes for later update.

5. Ask for details on the query and proceed to resolve
6. Suggest any other services, cross-selling opportunities

7. Fnd by confirming that you havc offered the assistance requested and thanking the client
for their custom.

Appendix 2 — Daily Checklist of services (Websites, MF Prices, Phones,
IVR etc)

1. Check phone lines are working dial 014488282; 0700 CALLARNM

2. Check websites are up and running (www.arm.com.ng and
https://www.myvarmwealthplanner.com)

3. Check that the Mutual I'und prices have been updated on
www.arminvestmentcenter.com

4. Any other checks to minimise the impact ol unplanned outages
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