DEBICHECK

FREQUENTLY ASKED QUESTIONS (FAQ)

QUESTION

ANSWER

What is DebiCheck?

DebiCheck is the name for a specific type of debit-order mandate where your bank asks
you to accept the details of the debit order before it can be processed on your account.
Each authorisation has a unique reference number that your bank stores.

Why is DebiCheck being
introduced?

The Payments Association of South Africa (PASA) started the DebiCheck collection
method after the South African Reserve Bank made a policy decision in 2013. This
decision was to strengthen regulation that will require clients to authorise selected
new debit orders before they become effective.

Why is this important for
me as a client?

DebiCheck puts you in control of the debit orders you have accepted. With DebiCheck,
you will know which debit orders will be processed to your bank account. You will also
have the comfort of knowing that the debit order can only be processed on the terms
you agree to.
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QUESTION

ANSWER

How will DebiCheck
work?

For DebiCheck debit orders, you will receive a request (by SMS or email) from your
bank to electronically confirm that you agree to the debit order for your policy. Once
you confirm the information is correct and accept the debit order, your bank will load
the information on a mandate register for debit orders. Your bank will then verify the
information every time the debit order is processed to your account. If the information
matches, the debit order will be processed. If not, the debit order will be rejected.
Your existing debit orders will stay the same. DebiCheck does not replace an existing
mandate.

Is this solution going to
address the problem of
unauthorised debit
orders?

DebiCheck will have a significant impact on reducing debit order fraud. However, not all
companies or service providers will follow the DebiCheck process. It remains your
responsibility to make sure you have a valid contract and debit-order mandate with any
service provider who does not follow the DebiCheck process. Regularly check your bank
accounts for any unauthorised debits.

Existing debit order mandates will stay the same. DebiCheck does not replace an
existing mandate.

How is DebiCheck
different from what we
have now?

DebiCheck allows you to confirm or question the debit-order mandate information with
your bank. This means that your bank will have a record of all DebiCheck debit-order
mandates you accepted and you will be able to check the information is correct before
the DebiCheck debit order is processed on your account.

What am | approving?

When you accept a DebiCheck mandate, you are telling the bank: the debit order from
the company or service provider is valid, and the instalment amount, frequency and
date of collection are correct.

What do | need todo as a
client?

For existing debit orders, you don’t have to do anything at this stage. For new
DebiCheck mandates or if the debit order changes after you approve it, you will need to
confirm the new DebiCheck information with your bank.

Why am | receiving a
DebiCheck initiation SMS?

You will receive a DebiCheck initiation SMS when your new policy with Discovery Life is
activated. If you are an existing client, you will also receive a DebiCheck initiation SMS if
you make adjustments to your premiums (increase/decrease) or if you don't already
have a DebiCheck mandate in place when you change your banking details. Our SMS
will alert you of the need to approve the upcoming DebiCheck notification from your
bank.

What is the difference
between a contract, a
debit-order mandate and
a DebiCheck mandate?

A contract is the legal agreement you sign with the company or service provider that
you do business with. It sets out the rights and obligations of each party (you and the
company or service provider) specifically about the service the service provider
provides to you or the goods you buy.

A debit-order mandate is the permission you give to a provider to collect money (allow
a debit order) from your bank account because you have signed a contract for a
product or service, without you having to arrange payment every month.

Paper and voice mandates will still exist, but they do not count as a DebiCheck
mandate.

For a DebiCheck mandate, you have to confirm that you approve the debit order before
we can process the debit order on your bank account.
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Is DebiCheck safe to use?

The DebiCheck process was designed by the banks and according to the prescribed
industry security standards. The system is, therefore, safe and secure. As with any other
banking products, you should be responsible with your information and with your
cellphone. It is particularly important to make sure that your bank has your correct
cellphone number. If your contact number changes, you need to update your details
with your bank and Discovery Life.

Will DebiCheck allow me
to cancel my debit order?

If you have not agreed to a new debit order or if the details are not correct, you should
reject the DebiCheck mandate. You can dispute or place a stop payment on your
existing debit order using the normal process with your bank. You can then contact the
company or service provider to cancel the debit-order mandate.

How do | know that the
SMS is from my
participating bank and is
legitimate?

The SMS or cellphone prompt (USSD message) will contain the information of the
contract or mandate that you’ve signed with a company or service provider.

| authenticated a
mandate but now | want
to change it; how do | do
that?

You need to contact the company or service provider that receives the money from
your debit order.

What happens at the end
of my contract? Do | need
to remember to revoke
the instruction to debit
my account?

The company or service provider should cancel the collection mandate from their side.
If the debit order continues after that date, you are allowed to dispute, stop or suspend
the debit order using the existing channels.

What happens if | switch
banks? Does the mandate
apply across all banks?

If you switch banks, you will need to inform the company or service provider that you
have changed banks. They will have to send a new DebiCheck mandate instruction.

If any of your details change on the account that your DebiCheck debit order is for, you
need to inform the company or service provider of that change.

What does ‘electronically
accept’ mean?

You can use your bank’s servicing tools to electronically accept your DebiCheck debit
order. Please refer to your bank for further assistance on the available channels to
authorise your DebiCheck debit order.

How often will | need to
confirm my debit order?

You will only need to confirm your debit order information: when a new DebiCheck
debit order starts, if the collectable amount changes, or if your banking details change.
However, if the debit-order information changes and you need to give permission
again, your participating bank will notify you of the changes or ask you to accept the
new information.

What happens if the
debit-order amount
changes? Will | have to
give permission for the
debit order every time or
every month?

No. However, you will receive an SMS informing you of the change. You will only be
asked authorise the debit order again if you have a fixed contract and it changes. If you
have a variable contract (such as a life policy), your monthly payment can increase by
X% every year without you having to approve the change. You also don’t have to
approve the change for a use-based contract, like a cellphone contract, which can
change monthly.

What does the maximum
amount reflected mean?

This amount represents the maximum amount Discovery is allowed to debit should the
policy fall into arrears.

What is the maximum
collection amount?

The maximum collection amount is the highest amount that Discovery Life is allowed to
debit before we request a new mandate. It is calculated as follows: your existing policy
premium plus an additional 30%.
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What is the 30% annual
adjustment rate on the
SMS you receive?

The annual adjustment rate is the maximum annual increase that the bank account
holder allows. Each policy will experience annual increases as per the stipulations on
the policy. The policyholder will receive an anniversary letter 60 days before each
annual adjustment informing them exactly what the actual annual increase percentage
is, and why. Discovery Life has selected 30% to allow for instances where some policies
allow for reviews at ten years

What is the Adjustment
Category?

This refers to the ability to adjust the instalment amount and maximum collection
amount.

What is the Adjustment
Amount?

This is the amount that the instalment amount and maximum collection amount can be
adjusted based on the adjustment category. This value can be negative.

What is the Adjustment
Rate?

This is the rate that the instalment amount and maximum collection amount can be
adjusted based on the adjustment category. This value can be negative.

What is the Initial
amount?

This is the first/initial collection value.

What is the instalment
amount?

This is the amount used for fixed and variable mandate contracts where an upfront
calculated repayment amount is the basis for normal collection.

What is the initiation of
the mandate?

This is the start of the identification and authorisation process when the compulsory
components required per mandate type are presented to the payer for
authentification.

What is the mandate?

This is the authorisation given by the payer to the user allowing the user to initiate a
payment against the payer's account.

What is the Mandate
Initiation date?

This is the date the on which the mandate is first submitted for authentication.

What is the Mandate
Database?

This is the database containing data elements maintained by the user (or their
appointed System Operators or Third Party Payment Providers) on behalf of their
clients (as intermediaries) in order to generate and submit payment instructions.

What is the Mandate
Authentication Date?

This is the date on which the mandate authentication process was completed by the
paying/debtor bank that will be indicated in the response message.

What is Tracking?

This is the re-presentment of previously unsuccessful payment instructions due to
insufficient funds in the payer's account. Authorisation from the payer allows the user
the ability to use credit tracking.

What is a variable
mandate?

This is the mandate used for contracts where an upfront calculated instalment amount
is the basis for normal collections but that can be amended by the user in relation to
variables which are known and authenticated by the payer upfront; e.g. annual increaes
or interest rate linked loans. Includes maximum instalment/collection amount used
during representment to cater for late payment/arrears interest calculations. This
calculated instalment amount due and maximum instalment/collection is known and
authenticated by the payer.

What is the paying bank?

This is the payer's bank (also known as the Debtor Bank).

What is the payment
instruction?

This is the instruction to a bank to transfer funds or make a payment.

What happens if | reject a
mandate?

If you reject the electronic mandate through your bank, the underlying contract with
the company or service provider is still valid and you still have to pay for the services or
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product you received. Please check the DebiCheck mandate details carefully. Reject the
DebiCheck mandate if the details are incorrect or if you have not signed up for any new
contract.

Note: Rejecting a mandate request without a valid reason may put you in breach of
your agreement with the company or service provider.

Can a company or service
provider still debit my
account if | reject the
DebiCheck confirmation
request?

Yes, but not by using a DebiCheck debit order. The contractual agreement that you
either physically signed or agreed to over the telephone, binds you legally to the service
provider. The company or service provider may then choose to use an alternative
payment collection method.

Why is it important for
my participating bank to
have my correct
cellphone number?

One of the main ways of contacting you to perform a DebiCheck confirmation will be
through your cellphone. Remember, DebiCheck is all about putting you in control and
allowing you to confirm your DebiCheck debit orders directly with your participating
bank. For this to happen, your participating bank has to know which number to contact
you on.

How do | know that the
service provider that is
debiting my bank account
is part of the new
system?

Debit orders requiring electronic confirmation with your bank are called DebiCheck
debit orders. You can ask the service provider that your debit order is with whether or
not they are part of the DebiCheck system.

Will I be able to dispute a
DebiCheck debit order
after | have accepted it?

Yes, but you will only be able to dispute the DebiCheck debit order if the amount or
date of the debit order differs from what you accepted. Speak to your bank for
DebiCheck dispute channels.

What if | want to cancel
the mandate so the
money doesn’t go off
during a difficult month?

There are rules regarding the cancelling of a mandate as it can only be processed by the
service provider. If the agreement or contract with your service provider is still valid
(the mandate is still valid), the service provider will contact you. If you stop a valid debit
order without discussing this with your service provider, you are in breach of your
contract with the service provider. This might result in your account being behind on
payments, which could also result in you having to pay additional interest and charges.
This could have a negative impact on your credit profile. For insurance policies, you
may lose your cover.

Why does the service
provider’s name on the
mandate not match the
name of the service
provider | was dealing
with or signed the
contract with?

In most cases the name should match, otherwise it might be that the service provider
trades under a different name when processing mandates. Your service provider will
inform you what name their debit order will appear as on your bank statement.

What are the
telecommunication and
cellphone costs
associated with
DebiCheck?

Your telecommunication or cellphone costs depend on a number of factors, for
example whether you use the USSD option or banking app to confirm the DebiCheck
debit order. It will also depend on your mobile network costs.
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What do | do if the
mandate | have to
approve does not appear
on the channel (ATM,
online, app, USSD)?

Tell your service provider or credit provider that you couldn’t authorise the DebiCheck
and ask them to send the mandate request again.

| rejected the mandate
instead of accepting it,
what do | do?

Talk to your service or credit provider and ask them to submit the DebiCheck mandate
request again.

Are consolidated
premiums catered for
with DebiCheck?

A DebiCheck mandate is required for each policy policy you hold with Discovery Life. If
you have multiple policies, you will have to approve a separate DebiCheck mandate for
each policy.

Where can | find out
more information about
DebiCheck?

You can visit www.debicheck.co.za or contact your bank.
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