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Hong Kong Telecommunications Limited (“HKT")has informed AIA Hong Kong that due to technology
evolution availability of a wide range of feature-rich IDD solutions has replaced traditional International
Operator-assisted Call Service (“Service”). This has resulted in "LOW usage" of overseas service calls
including person-to-person calls (call to a specific call recipient), station-to-station calls (call to any call
recipient) and collect calls (calls paid by call recipient). HKT has therefore decided to discontinue this Service
effective 1 March 2013.

With the unavailability of the Collect Call Service in the future, HKT has advised that AIA Hong Kong's clients
use the IDD or Global Calling Card to call our AIAS whenever is required.

Our Worldwide Assistance Services program records show "zero collect calls” made. However, to ensure AlA
Hong Kong'’s preparedness and excellence in customer service as always, we have put in place the following
action plan:

1) AIAS Hotline Script update: will post a new script beginning the month of Feb 2013 to alert customer

(Mr./ Ms X, please be reminded that collect call service is being discontinued by the telecommunication
company from 1 March 2013. To contact AIA Hong Kong from an overseas location after 1 March 2013,
please use the local overseas IDD service or Global Calling card to call our AIAS Hotline (852) 2528 9911.

2) AIAS Hotline staff would promptly call back the client once they recognise it is overseas IDD call requiring
our assistance service.

Kindly please convey the above message to all your fellow qualified Technical Representative. For enquiries,
please feel free to call our Brokerage & IFA Hotline 3972 8899.

Regards,
= Cie

Anne Weedon
Head of Partnership Distribution
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“AlA Hong Kong” or “our” or “we” as used herein refers to American International Assurance Company (Bermuda) Limited.

SEMERER For internal use only



