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1.0 Registration, logging in and account maintenance.

1.1 HOW DO | REGISTER?
Once your nominated Access Controller has added you to the Administration Unit a digital account will be
automatically created for you.

You will receive two emails to your email address, as confirmed by your firm’s Access Controller.

The first email will contain a one-time link for the Prudential ISA online service.

You have recently registered for, or have been invited to register for, a Prudential ISA Online Services account.

To complete the registration, please follow the one-time link below.
https:/pruisa.waystone.com/auth/one-time-login/example @waystone.com

Your one-time password will follow in a separate email.

If you have any questions, please contact our customer service team on 0344 335 8936 or go to the contact
us section of the Prudential ISA Online Services. The line is open Monday to Friday 8:30 am to 5:30 pm,
excluding bank holidays.

This is an automatically generated email. Please do not reply to this email.

The second a one-time passcode, which you will need to confirm your account.

You should have received a separate email with a link to follow.
Your temporary password is: >41<4K%1WQ

If you have not requested a change to your account, please contact our customer service team on 0344 335
8936 or go to the contact us section of the Prudential ISA Online Services. The line is open Monday to Friday
8:30 am to 5:30 pm, excluding bank holidays.

This is an automatically generated email. Please do not reply to this email.

Once you have followed the one-time link in the first email there will be a field for you on the webpage to add the
one-time passcode from the second email shown on the next page.

part of M&G plc

Wy
¥ waystone H Pru 5‘*'

Welcome to Your Prudential
ISA Online Services

Complete a few simple steps to
login

Please enter the one-time password we sent to you.

If you've not requested a Prudential ISA, or need to talk to us, please
don't hesitate to contact our Customer Service team on 0344 335
8936 (Monday to Friday 8:30am-5:30pm, excluding bank holidays).
Alternatively, you can reach us via email at prudential@waystone com

Password (You can paste the copied password) Show @

You'll then go on and complete the following steps...

@ waystone
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Create a new password - Your password should conform to the following...
Contain at least one number
Contain at least one upper and one lower case letter
Contain at least one special character - the following special characters cannot be used / \*
Be at least 8 characters

Be at most 20 characters

part of MAG pie
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Welcome to Your Prudential
ISA Online Services

Create your password

Your password must be at least 8 characters long, including upper
and lower case characters, a number and a special character. Special
characters /" can't be used in your password.

Password” Show @
Confirm password” Show @
Next

Create a memorable word - Your memorable word should conform to the following...
Contain only A-Z characters - this is case sensitive so can be a mixture of upper and lower case.
Be at least 8 characters long

No longer than 48 characters long

part of MAG pie

~ay
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Welcome to your Prudential
ISA Online Services

Create your memorable word

It must be at least 8 characters long and only contain A-Z characters

Memorable word™* Show ®

Confirm memorable word* Show ®

Next

If you are having any issues logging in please contact our Customer Service
team on 0344 335 8936 (Monday to Friday 8:30am-5:30pm, excluding bank
holidays). Alternatively, you can reach us via email at
prudential@waystone.com

@ waystone
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Accept our Terms of Use - you should read these carefully and will need to confirm you understand them before
proceeding.

@ waystone B Pru

part of MEG pic

Terms of use

To proceed to your account, you must read and confirm your acceptance to our terms of use.

Prudential ISA Online Service Terms of Use

These terms of use (“Terms of Use”) will apply to You if You are applying for or accessing the
Prudential ISA Online Service. These Terms of Use will apply in addition to any other regulatory or
contractual terms applicable to the Prudential ISA Online Service.

The following words and expressions have the meanings set out below (unless the context
otherwise requires):

“Data Protection Regulations” means the General Data Protection Regulation (EU) 2016/679 and
the Data Protection Act 2018, together with any applicable laws and regulations relating to the

i

procassing of personal data and privacy, including where applicable the guidance and codes of
practice issued by the Information Commissioner;

“Waystone Financial Investments Limited” or “WEI™ or *Us” or “We" means the provider of the
Prudential ISA Online platform as the context requires.

“Prudential ISA Online Investor” means an ISA investor who is eligible to use the Prudential ISA
Online Service (currently, only UK-based individuals are able to do so) and to whom Section A and
Section C of these Terms of Use are applicable;

“Prudential ISA Online Service Account” means any and all of Your accounts held within or

| have read and agree to the terms of use

Once you've accepted the terms of use, this will complete your registration and you’ll land on your Support Staff
Dashboard.

You should make note of your User ID, which is displayed next to your name, you will need this every time you
login. This will start U followed by five or six numbers. If you forget your username, you can contact one of your
firm’s nominated Access Controllers who can tell you what your username is.

wd  Accounl v  Contactus | Logout . PrU

@ waystone °
Dashboard

Example Support Staff o UB6278 € Lasticggea in 10 September 2024, 16:56

Firm 2 Test | acminstration unt name: Admin Unit 3 @

Access controller: Access Controller Name | Email: exampled tone com Fhone number

@ waystone
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1.2 | DIDN'T RECEIVE THE EMAILS TO COMPLETE REGISTRATION
If you don’t see the two emails in your inbox it’s worth looking in your junk/spam folder to see if your email provider
has routed them there automatically.

If after checking your junk/spam folders you still can’t find the emails, you can navigate to the Prudential ISA
online login page, https:/pruisawaystone.com/auth/login, and select the forgotten password link. If you enter
your User ID, as confirmed by your firm’s Access Controller, you should receive the emails again to complete your
registration.

If you are still having problems it may be worth checking with your firm’s nominated Access Controller(s) who
will be able to see the details we hold about you and your online account, alternatively, you can call our customer
service team on 0344 335 8936.

1.3 HOW DO | LOGIN?
Navigate to the Prudential ISA Online Services login page, https:/pruisa.waystone.com/auth/login, and enter your
login details. You will need the following information.

Your User ID - this is a 5-digit reference number starting with the letter U, for example U10001.
Your password, which you created when your completed registration.
Your memorable word, which you created when your completed registration.

You should have made note of your User ID when you first completed registration. It is found on your Support Staff
Dashboard. If you didn’t do this or have forgotten it you can contact your firm’s nominated Access Controller(s)
who'll be able to provide you with your User ID.

You'll be asked to accept our Terms of Use the first time you access the service, before landing on your
dashboard.

1.4 WHAT IF | HAVE FORGOTTEN MY PASSWORD?
You can follow the forgotten password link on the login page, https:/pruisawaystone.com/auth/login. From here
you’ll be asked to confirm your User ID, where you'll be sent a link to reset your password.

If you are still having problems, you can call our customer service team on 0344 335 8936.

1.5 WHAT IF | HAVE FORGOTTEN MY MEMORABLE WORD?

You can follow the forgotten memorable word link, on the page where you would normally confirm your memorable
word prior to completing login. From here you'll be asked to confirm your email address, where you'll be sent a link
to reset your memorable word.

If you are still having problems, you can call our customer service team on 0344 335 8936.

1.6 WHAT IF | WANT TO CHANGE MY PASSWORD OR MEMORABLE WORD ONCE | AM REGISTERED?

If you haven’t forgotten any of your login credentials and wish to change your password or memorable word, this
can be done via the account tab, which you will find at the top of your Support Staff Dashboard, once you have
logged in. There will be helpful advice on the page about password and memorable word minimum requirements.

1.7 WHAT IF I'VE BEEN ADDED AS A SUPPORT STAFF USER TO MORE THAN ONE ADMINISTRATION UNIT?
If the firm has set up more than one Administration Unit and you’ve been assigned to more than one, you'll

be assigned a login username ID against each Administration Unit you’ve been assigned to. This means you'll
receive two registration emails for each Administration Unit you’ve been assigned to, so you’ll need to complete
registration steps covered in 1.1 for each. It’s a good idea to note the Administration Unit each of your login
username IDs relates to so you know which one to use.

@ waystone
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2.0 Getting started on my Support Staff Dashboard and the Adviser Dashboard.

2.1 HOW DO | USE MY DASHBOARD AND WHAT TYPICAL INFORMATION CAN | SEE?
Once you have successfully registered/logged in you will land on your Support Staff Dashboard, which provides a
holistic view of you and your Administration Unit.

Across the top you will see your name and your unique ID, which you use to login with. There is also a time/date
stamp showing the last time you were logged in.

Below this we show your firm name and the name of the Administration Unit you are aligned to as well as name
and contact details of your firm’s Access Controllers should you need to contact them.

.Waystone Dashboard Account ~  Contact us ‘ Log out . Pru

Dashboard

Example Support Staff 10 U86278 @ Last logged in 10 September 2024, 16:56

Firm 2 Test | administration unit name: Admin Unit 3 @

Access contreller: Access Controller Name ‘ Email: example@waystone.com | Phene number:

You will also notice the tabs in the page header where you can go on to do the following...
Account - Change your password or memorable word, see 1.6.
Contact us - Should you need to get in touch with us you will find some useful contact information here.
Log out - If you need to log out.

2.2 WHERE CAN | SEE THE LIST OF THE ADVISERS ALIGNED TO THE ADMINISTRATION UNIT?

On the same page you'll find a list of advisers that are aligned to your Administration Unit, this is paginated and
limited to 12 records per page, and a search function if you cannot find the adviser you are looking for.

The list of advisers has been confirmed by your firm during the onboarding process. If you cannot find the adviser,
you are looking for you should get in contact with your firm’s nominated Access Controller(s).

In the Search function you can search by the following criteria
Adviser name
Adviser ID - this is the advisers unique Identifier for using the digital service
Contact number

Email address

Firm 2 Test | Administration unit name: Admin Unit 3 @

Access controller: Access Controller Name ‘ Email: example@waysione.com | Phone number
Adyviser search
Name 1D
Alex Odriscoll 31976
~ Show more
Example Adviser 33599 Show
W ohow more

1-2012

@ waystone
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2.3 WHAT INFORMATION CAN | SEE ABOUT THE FIRM’S ADVISERS?

The table of advisers is presented in a very simple format showing just the adviser name and their unique ID,
which they also use to login to the Prudential ISA online service. There is also the link to the Adviser Dashboard
via the “View dashboard” button which will allow you to view the adviser’s existing Prudential ISA clients and create
new ISA clients on behalf of that adviser. If the adviser has not completed their registration for the online service,
the “View dashboard” button will be greyed out and you won’t be able to access their dashboard or client’s. You
should raise this with your firm’s nominated Access Controller to contact the adviser and have them complete the
registration process.

You can view more information about each adviser by selecting the “Show more” arrow next to the adviser you
wish to see, this will show the advisers contact telephone number and email address.

Your firm may not have provided us with a telephone number for the adviser during the onboarding process, in this
scenario the telephone number field will be blank.

Firm 2 Test ‘ Administration unit name: Admin Unit 3 @

Access controller: Access Controller Name | Email: example@waystone com ‘ Phone number:
Adviser search
Name D
Alex Odriscoll 31976 ~ Show more View dashboard
Example Adviser 33599 | ~ Hide | | View dashboard |

TEST ADVISER FIRM
Email: SchedulerTest@linkgroup.co.uk | Phone number: 0208 235 6363

2.4 HOW DO I NAVIGATE TO THE ADVISER DASHBOARD AND THE CLIENT LIST?
By selecting the “View dashboard” button you will be taken to the Adviser Dashboard, where you will see
something like the example below.

Along the top will be a banner presented which will state.

“You are servicing on behalf of - [the advisers name and firm]” and will show a link for you to navigate back to your
own dashboard, as shown below. You'll see this on parts of the service whenever you are logged in on behalf of

the adviser.
. waystone Dashboard  |nprogress  Contact details | Log out . Pru
ou are senvicing on benart of Example Adviser | Test Adviser Firm ‘ Back to dashboard ’
—
Dashboard
Example Adviser rain33 99
New application In progress
7 oo ||| 12 cmmums ||| 10uan
Set up a new ISA for your client Mk s 2 I

==

@ waystone
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2.5 HOW DO | NAVIGATE TO THE ADVISER’S ISA CLIENT RECORD?
Once you've accessed an Adviser Dashboard from your Support Staff Dashboard, you can search for the required
client by Name, Postcode or Prudential ISA Investor ID as shown below.

Manage clients

ACCEss your Clienl's record 10 resume applications, top up, make changes, get valualions and get client

information

I Downboad all clhient valuations (Excel)

Name Past code Investor 1D
Name Post code Invesios D
Dir Alix Carroll DGT 1UA N7
Mrs Amanda Paul SKT 45 52264
Mrs Andrew \Walls WAI1S THR 546226

You can navigate to the Client Record page via the “View client” button as shown above, where you can undertake
any required tasks on behalf of the adviser.

@ waystone
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Once you have selected the “View client” button you will be taken to the Client Record page which will look like the

following...

@ waystone
YYou are servicing on behalf of Example Adviser ‘ Test Adviser Firm

Dashboard: Manage clients

Dashboard Inprogress  Contact details | Log out

Alix Eduardo Carroll

Client record

Alix Eduardo Carroll

Investor ID

Date of birth

Address

Mobile number

Home number

Email

231447

09/031960

Lightowders Lodge Test
Eastertown

Harston

03170 Rojales

West Midland

DGT7 1UA

United Kingdom

+44 0747 7744556

+44 0747 7744556

A2 AAT Ak rrn i~

mPru

Back to dashboard

Summary

£SO 292

Total valuation

£1,666.66

Total regular contribution
collected monthly

£20,000.00

ISA allowance remaining in tax year

Please note: this is a stocks & shares |SA.

Where we show you the price and value of your client's holding, we've used the most recent price
that we have. For any new transactions, the price may be different to the value shown currently.

Valuation history

® Total value ® PruFund Growth

On the Client Record you will be presented with a holistic view of the ISA client and be able to go on and complete
the necessary tasks you need to do. From here you can:

= see a summary of the client’s total ISA value and remaining ISA allowance

- see the current valuation and breakdown

= see a valuation history over last 18 months

- download client valuation report

= view transaction history

- view client’'s documents

- transact on the adviser’s client’s ISA on the adviser’s behalf:

- update personal details (email address, contact telephone numbers, bank details)

- top-up (set up a regular contribution, add a single contribution, add a transfer payment)

- set up a withdrawal request; full, partial and/or regular

- add and manage ongoing adviser charge

@ waystone
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3.0 Additional functionality specific to me

3.1 IS THERE ANYTHING | NEED TO CONFIRM WHILST ACTING ON BEHALF OF MY ADVISER/FIRM?

For every digital journey there will be an additional declaration that your will need to confirm before submitting any
changes or applications. This will be in addition to the regulatory declarations that you will be accepting on behalf
of the adviser and firm. The example below shows the journey for one off withdrawal.

' waystone Dashbeard  Inprogress  Contact details | Log out . Pru
part of M&G pk
You are servicing on behalf of Example Adviser | Test Adviser Firm
Dashboard: Manage clients » Alix Eduardo Carroll » Add Moneyin » Adviser charges > Investment » Summary > Declarations

Adviser declarations

Terms and conditions Add +

Adviser declaration Add +

ISA declaration Add +

Support Staff declaration Add +

This declaration is mandatory, and you will need to confirm it before submitting the change or application. The
wording is shown below.

Support Staff declaration

| am acting on behalf of the Adviser and the regulated firm and | have permission to submit these
changes in accordance with their instruction and the advice given to the Customer, or | am acting in
accordance with instructions given by the Customer.

IMy acceptance of any other declarations is also on behalf of the Adviser and the regulated firm and in
accordance with their instruction and agreements made with or instructions given by the Customer.

| agree to this declaration

@ waystone
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3.2 HOW DOES MY ADVISER KNOW | HAVE BEEN ACTING ON THEIR BEHALF?
In the adviser FAQs you will see there is a section on case tracking, where you can view the status of an
application or change you or your adviser has submitted through the digital service.

The case tracking section has been enhanced to show a “Last updated by” column that will show who updated an
application last.

Case tracking

Case type Createdilast saved  Status Last updated by

Money in 100092024 Submitted § Example Suppon S1aff Show
Application ref: FA-2TC518233B e

This will update whenever you or the adviser do the following...
Start an application and then save its progress to return to later.
Resume an application and make additional changes to it
Submit an application for processing by the online system.
3.3 ADVISER AUDIT AND ACTIVITY FEED.
Advisers are notified every time a Support Staff user has done something on their behalf. A generic notification

email is sent to the adviser’s registered email address, confirming an action has been done on their behalf and that
they need to login for more information. An example of the notification is shown below.

Prudential ISA Online services: Notification of Support Staff activity on your account

We're notifying you that an application / transaction has been submitted through the
Prudential ISA Online services on your behalf by a Support Staff user of your firm.

You can access the details through the Activity feed on the top banner of your Dashboard.
The activity feed details will be accessible for 90 days from the date of this email.

Login to your Prudential ISA Online services account.

If you have any concerns or believe this activity has occured without your prior knowledge or
consent, please contact our Customer services team on 0344 335 8936 or go to the contact
us section of the Prudential ISA Online Service. The line is open Monday to Friday 8:30am to
5:30pm, excluding bank holidays.

This is an automatically generated email. Please do not reply to this email.

The adviser can use the link in the email to login and then follow up on what activity has occurred on their behalf
using their activity feed.

@ waystone
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3.4 WHAT IS THE ACTIVITY FEED?
Advisers have access on their Dashboard, through their login details, to an Activity feed, which can be reached
from their dashboard as shown below.

'waystone Dashb-calnpro-grnss Account v Contactdetals |  Logout . Pru

Dashboard » Activity feed

Activity feed

This shows the last 90 days of transactional activity submittéd by you, of on your behalf, using your
Prudential ISA onling account. See the 0ol lip below for more information

Search @ Date filter

Bl -
&

Date from Date to
Clear
Date & time Activity Status
100572024 1703 Add-money in {top-up) Read ~ Hide
Investor 10 Client narme Username User type
231847 r A Camgll Exampla Support Staff Support Staff

For each transaction we show the adviser the following information
Date and time of the transaction
Activity type
Investor ID and name - there is a link to the client record.
The User who submitted the transaction
The Users role, this is either adviser or Support Staff.

Any application or update made to an adviser’s ISA client, and submitted by a Support Staff user using Support
Staff access, are saved on the advisers activity feed for a period of 3 months. Please note, the adviser Activity
feed will not be shown on Adviser Dashboards accessed using Support Staff user access. This facility is for the
adviser only.

Any queries you may have about your access or access to adviser records should be taken up with your firm’s
nominated Access Controller(s).

For Support Staff accessing the service, you'll have access to everything the adviser can see or do.

If you require further information on Prudential ISA Online Services and functionality, please contact your
Prudential Account Manager.

You can always contact our customer service team on 0344 335 8936. They can support with trouble shooting
and any additional queries you may have.

@ waystone
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4.0 Glossary

12

Access Controller

The nominated person(s) within the firm who have been given responsibility for
setting up access to the Support Staff facility and managing access to existing
Support Staff users.

Administration Unit

Depending on each individual firm who elect to use the Support Staff facility,
one or more Administration Units may exist for the firm.

The Administration Unit is the means by which Support Staff users are set
up to access only the advisers they’ve been authorised by the firm to see and
transact on.

Advisers can be shown under multiple Administration Units and Support Staff
users can be assigned to one or more Administration Units.

Adviser Dashboard

When an adviser logs in, or a Support Staff user accesses an adviser from
their Support Staff Dashboard, this is where they’ll initially land.

It's where a new ISA application can be started, details of In Progress
applications and transactions can be viewed, bulk valuations for the adviser’s
ISA clients can be downloaded and where access Is made to each of the
adviser’s ISA clients.

Client Record

When an adviser, or Support Staff user, access an ISA client from the Adviser
Dashboard, this is where the user will initially land for that ISA client. It is where
the user will access the ISA client’s details such as their personal details,
values, transaction history and documents and where they can transact on the
client’s ISA.

Support Staff

This is a person who has been provide access to the Support Staff facility by
the adviser firm to view and/or transact on behalf of the advisers of the firm
they’ve been aligned to within the Administration Unit.

Support Staff Dashboard

This is your Dashboard which will list all of the advisers your firm has assigned
to the Administration Unit your Dashboard is linked to. From here you can
access the Adviser Dashboard and their existing Prudential ISA clients.

If you've been assigned access to more than one Administration Unit
you’ll login using your login username ID and login details specific to each
Administration Unit where you'll see the advisers for that Administration Unit.

Terms of Use

These are the terms and conditions for using the online service and which
each user of the service, adviser, customer, Access Controller and Support
Staff user must agree to as part of registering for the service and gaining
access to the service.
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