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IMG Tools and Systems

Do’s Don’tsand



#CoachBobet Prudente
❑ Senior Marketing Director

International Marketing Group (IMG) 

❑ Associate Financial  Planner
Registered Financial Planners Philippines

❑ Certified Global Financial Advisor
Association of Certified Global Professionals.

❑ Licensed Life Underwriter
Licensed by Insurance Commission and Manila Bankers Life

❑ “Iskolar ng Bayan”, BS Math, UP Diliman

❑ Bobet Prudente 1.0 (1983 – 2014)
▪ 30+ years senior management

▪ Corporate Trouble Shooter

▪ Software Development

▪ Business Intelligence

▪ Service Management

▪ Call Center Operations

❑ Bobet Prudente 2.0 / #CoachBobet
Financial educator, planner, adviser, 

speaker and author
https://bit.ly/coachbobet-bio

https://bit.ly/coachbobet-bio


Kaya mo bang 

mag-Tipid ng ₱ 33 sa araw-araw? 

Ipunin ₱ 1,000 buwan-buwan

at Palaguin @12 - 18% taon-taon.

Mag-Saya ka dahil ito ay magiging

₱1.0m  – ₱2.3m sa 20 taon

₱3.5m – ₱14m sa 30 taon

₱12m – ₱86m sa 40 taon

Coach Bobet & Mary Ann Prudente 

https://ipon.club/tips/

https://ipon.club/tips/


Don’ts

Do’s

part of the 

PROBLEM?

Are you part of the

SOLUTION?

or



HAPPINESS IS A MATHEMATICAL PROBLEM. 
❑ If you can  increase the + (PLUS) 

❑ And decrease the  – (MINUS)

Your  happiness will grow!   
If the MINUSes are bigger than the PLUSes, you will lose!

+ GRATITUDE

+ GRACE

+ GENEROSITY

- MISTAKES

- MISERY_/ ANGER_______

HAPPINESS

Do Use the Happiness Formula



Use the System

Do’s
❑Do use the happiness formula.
❑Do believe in the system
❑Do use portal for education
❑Do use portal for execution
❑Do use portal for enterpreneurship
❑Do use portal for 

environment/community updates: 
news, posters

❑Do use the right tools for the right 
problem

Don’ts
❑Do NOT fight the system
❑Do NOT be negative
❑Do NOT rant on social media to 

report problems/issues
❑Do NOT use phone support for non-

urgent issues



Do Use the Portal for

Education: System



Do Use the System for

Education: Money



Do Use the Portal for

Execution: Investment



Do Use the Portal for

Execution: Protection



Do Use the Portal for

Execution: Benefits



Do Use the Portal to Learn About

Enterpreneurship



Do Use the Portal eApp for

Entrepreneurship: New Business



Do Use the Portal

Environment / Community News



Do Use the Portal and Social Media for

Environment / Community Announcements



Do Use the Portal and Social Media for

Deadlines / Validity



Do Use IMG Social Media for

News / Announcements / Materials

https://www.facebook.com/officialimg https://www.youtube.com/@IMGOfficialChannel

https://www.facebook.com/officialimg
https://www.youtube.com/@IMGOfficialChannel


Best Practices

Do Use the Right Tools for the Right Problems

Problem
❑New Business

❑Transactions

❑Reinstatement, Amendment

❑Change Payment Mode Amendment

❑Questions

❑Payment Issues, Followup, Inquiry

❑Kaiser Services

❑Manila Bankers Services

❑Access Benefits

❑Learning Resources

Tool
❑eApp

❑Kiosk2

❑Kiosk2

❑OPMS

❑Knowledgebase

❑IMG Freshdesk

❑Kaiser Freshdesk

❑Manila Bankers Freshdesk

❑IMG Portal

❑IMG Portal, FB page, Youtube Channel



SLOW LANE FASTEST LANEFAST LANE

Saan ka pipila?

❑ Secret #1.  

Pumila sa FAST o FASTEST LANE!

❑ Secret #2.  

Kung pipila sa SLOW LANE, pumila ng maaga!



Fill up 
PAPER Application

MANUAL Pay

Manual Payment 

Verification

Manual 

Processing

Proposal

(if applicable)

SLOW LANE FASTEST LANEFAST LANE

Fill up ONLINE 

Application

BDO Palawan 

Bills Payment

Automated 

Processing

ONLINE Proposal

(if applicable)

Fill up ONLINE 

Application

Neuracash

Bills Payment

Automated 

Processing

ONLINE Proposal

(if applicable)

Next-day

Verification
Instant 

Verification



Best Practices

Payments

Do’s
❑Do use fast payment methods, whenever 

possible

❑Do keep your proofs of payment

❑Do check payment history

❑Do promptly report payment issues 
using Freshdesk

❑Do be patient while waiting for issue 
resolution

Don’ts
❑Do NOT forget to verify payments at point 

of payment

❑Do NOT procrastinate reporting issues

❑Do NOT report issues in Social media



Do Use Fast Payment Methods

Use Fast Payment Methods 

❑NeuraCash

❑BDO Bills Payment

❑Palawan Bills Payment

❑Cashier

Avoid slow Payment methods

❑Bank Deposit/Transfer

❑Remittance

❑GCash



Neuracash Payments

Do’s
❑Do use exact details in ePay

instructions: biller, subscriber name, 
and amount

❑Do save copy of proof of payment

❑Do check if payment is posted or 
processed within one week

❑Do create IMG Freshdesk ticket if not 
timely processed.

Don’ts
❑Do NOT use ePay reference more than once



Two Types of BDO Bills Payment

Kaiser Sub-Pay
❑Kaiser sub-pay of ACTIVE accounts only

❑No need to use Kiosk2

❑Use:
▪ Subscriber name: Kaiser payor name

▪ Subscriber number: 17 digit Kaiser Policy number

❑Use Kaiser Policy number every time

❑Can be enrolled for recurring payments

ePay Payments
❑Any payment transaction.

❑Use Kiosk2 or eApp to get ePay
Reference number

❑Use
▪ Subscriber name: payor name

▪ Subscriber number: ePay reference number

❑Use ePay number exactly once

❑Can NOT be enrolled for recurring 
payments



80880 10000 69513 00

Check Bills Payment

Planholder name

Write the policy number as  5 digits space 5 digits space 5 digits space zero zero.   

Teller will either see it as 17 digits no spaces, or with dashes.

Do NOT use for lapsed policies!

Copy the 17-digit policy number

OPMS Screen

Deposit Slip

BDO Bills payment (OTC)

for Kaiser sub-pay of ACTIVE accounts only



Best Practices

BDO Bills Payments Kaiser Sub-Pay

Do’s
❑Do use this for ACTIVE Kaiser plans

❑Do check all details before payment

❑Do use Kaiser 17-digit policy number as 
subscriber number

❑Do check confirmation message

❑Do save copy of proof of payment

❑Do check if payment is posted or 
processed after one week

❑Do consider using online banking for 
recurring payments

Don’ts
❑Do NOT use this for LAPSED accounts

❑Do NOT use BDO account number as subscriber 
number



JUAN PEDRO DELA CRUZ    EPAYPH88KK8L

Check Bills Payment

ePay Screen

Deposit Slip

BDO Bills payment (OTC)

for ePay Payments



Juan dela Cruz

EPAYPH31S7XQ3

EPAYPH31S7XQ3

Juan dela Cruz

ePay Screen

BDO Screen

BDO Bills payment 

Online – ePay Transaction 



Best Practices

BDO Bills ePay Payments

Do’s
❑Do check all details before payment

❑Do use epay reference number as 
subscriber number

❑Do check confirmation message

❑Do save copy of proof of payment

❑Do check if payment is posted or 
processed after one week

❑Do consider using BDO Bills Payment 
instead of other bank over-the-
counter deposits

Don’ts

❑Do NOT use ePay reference more than once

❑Do NOT use BDO account number as 
subscriber number



Two Types of Palawan Bills Payment

Direct Payments
❑Kaiser, MOST18 sub-pay and 

IMG Soldivo Strategic Growth Fund only.

❑No need to use Kiosk2

❑Sender info: person actually paying

❑Receiver name must be one of the ff:
▪ KAISER <17 digit policy no. with no dash> IMG

▪ MANILABANKERS <9 digit policy no. with no dash> IMG

▪ IMGSOLDIVO <IMG code with 2 letters> IMG

❑Use Same Reference Number every time

ePay Payments
❑Any payment transaction.

❑Use Kiosk2 or eApp to get ePay Reference 
number

❑Sender info: person actually paying

❑Receiver name:
▪ OTHERS <ePay reference number> IMG

❑Use ePay number exactly once



Must be one of the following formats
KAISER <17 digit policy no. with no dash> IMG

MANILABANKERS <9 digit policy no. with no dash> IMG

IMGSOLDIVO <IMG code with 2 letters> IMG

OTHERS <epay reference number> IMG

Name of the actual person paying at Palawan Pawnshop Branch.

Mobile number to receive SMS notification of transaction

Fill up your 

Send Money Form 

like this!

Note format
keyword space reference no. space IMG

VKM Note VKM in transaction code mean bills payment transaction

<product> <reference> IMG

Palawan Pawnshop
How to Fill Up



VKM <product> <reference> IMG

xxxxxxxxxxxxx-VKM

<product> <reference> IMG

VKM

Juan dela Cruz
0917-123-4567

Juan dela Cruz
0917-123-4567

Note machine validated receipt has
❑ VKM then

❑ Original receiver name

Your SEND MONEY FORM
Your Machine Validated
SEND MONEY FORM

Palawan Pawnshop

How to Check

Must be one of the following formats
VKM KAISER <17 digit policy no. with no dash> IMG

VKM MANILABANKERS <9 digit policy no. with no dash> IMG

VKM IMGSOLDIVO <IMG code with 2 letters> IMG

VKM OTHERS <epay reference number> IMG



Best Practices

Palawan Pawnshop

Do’s
❑Do make sure all information are 

correct at all times

❑Do check digits “0” and “1” versus 
letters “O” and “I” or small “l”

❑Do pay the exact amount 

❑Do check the payment slip before 
payment

❑Do check the machine validated 
form after payment before leaving 
the cashier

Don’ts
❑Do NOT use ePay reference number 

more than once  for ePay ”Others”
transactions



Bank Deposit, Transfer

❑Deposit to IMG Bank Accounts

❑Bank dependent fees for deposit, remittances outside Metro Manila



Bank Deposit, Transfer

❑Upload proof of payment
▪ Fill in date, time, amount paid
▪ Select file to upload

❑ Proof of payment must clearly 
show the following details
1. IMG bank account number
2. Amount paid
3. Date / time stamp
4. Reference numbers



Proof of Payment

2. Amount Paid

1. IMG Bank Account.

3. Date and Time Stamp

4. Confirmation Reference Number



GCash Proofs of Payment

4. Instapay Invoice

Best to combine the 2 screenshots into 
one proof of payment

Instapay Trace

1. IMG Bank Account

2. Amount

3. Timestamp



Best Practices

Uploading Proofs of Payment
Do’s

❑Do ensure full page of deposit slip is visible
❑Do use one proof of payment for one transaction
❑Do ensure all details including machine validation, are 

clear and readable
❑Do submit within 2 days of payment
❑Do make sure to pay using the specified bank in ePay
❑Do annotate the proof of payment in foreign currency 

with conversion rate  used and exact peso equivalent.
❑Do ensure “Instapay trace number” is visible for 

Gcash and remittance from other banks
❑Do check if payment has been processed after 2 

weeks

Don’ts
❑Do NOT upload partial, defective images
❑Do NOT use one proof of payment for multiple 

transactions
❑Do NOT submit “Payment is being processed”

or non-final proofs as proof of payment
❑Do NOT resubmit proof of payment that has 

been approved.
❑Do NOT resubmit proof of payment that has 

been declined without correcting cause.
❑Do NOT assume that payment is completion of 

transaction.  For example, payment of 
reinstatement fee does not guarantee 
reinstatement

See Knowledgebase article “Do’s and Don’ts in uploading your proof of payment”
https://img-corp.net/membersonly/faq/IMG/dos-dont-payment.php

https://img-corp.net/membersonly/faq/IMG/dos-dont-payment.php


KnowledgeBase

1.

2.

KnowledgeBase

http://img-corp.net/membersonly/faq/

http://img-corp.net/membersonly/faq/


And more!

❑ BDO Bills payment

❑ Membership benefits

❑ Kaiser / Products/ Procedures

❑ Manila Bankers / Products / 

procedures 

❑ etc

KnowledgeBase



KaiserManila BankersIMG 

Ticket Concerns

APE
Amendment
Reconsideration
OR
Request for OPMS
Death Claims
CFP Releasing
Maturity Claim
Cash Surrender Value
Kaiser Visa Card
Long Term Healthcare Inquiry
Request for Full Payment
Upgrading of plan type
Adjustment installment and due date
Medical Reimbursement

Membership
Promotion
Visa Card
Acccess Code / Link
Commission
Marketing
BAP/EBS?FREE Agent
Qualifications
Convention
Forwarding address
Events
Fidelity
Neuracash
Dominate Tool
Accounting
Others
Mutual Funds
Kaiser New Business
Kaiser Sub-pay
MOST18/GRP New Business
MOST18 Sub-pay/PDF
PLUS
▪ All follow up (application, reinstatement, amendment)
▪ All payment issues (missing, unposted)
▪ General Inquiries

Amendment
Claims
PDF withdrawal
OPMS
MOST18
MOST GRP
IRA
Everest Memorial
Agent’s concerns
Declined applications
Insurance coverage
Others
Remorse
Cancellation
Termination



Reinstatement 
in Kiosk2

❑ Use for TRUE lapsed plans
❑ For FALSE lapsed plans due to 

missing/unposted payments, create ticket
❑ In Kiosk2, 

▪ Fill up form
▪ Fill up health declaration and 

authorization to furnish medical 
information

▪ Sign 
▪ Upload copy of valid ID with signature



Kaiser Reinstatement
Extended Form



❑ UPDATE- member will pay all overdue premiums plus a surcharge of 1.5% per month

from the date of each unpaid installment.

❑ REDATE- member will only pay modal premium but the maturity period will be moved

❑ Requirements:

▪ Online Reinstatement form with medical questionnaire

▪ Re-instatement fee of Php 300.00

❑ Can be done within 2 years of the first unpaid due date, up to age 65

❑ Contract will be cancelled without need of notice to if not reinstated within the period

❑ Reinstated plan shall be subjected to the current price

❑ Member shall be considered a new applicant subject to pre-existing conditions and for

purposes of contestability of insurance coverage and to any other requirements for a

new applicant for membership in effect at that time

❑ 2 Year Contestability Period

▪ For Reinstatement – Update, no effect on contestability

▪ For Reinstatement – Redate, contestability will restart

❑ Reinstatement may result into NIB status

Reinstatement Notes



1. “Date Paid”. Date the posted payment is RECEIVED

2. “Due Date”. Date the posted payment is EXPECTED.

3. “Next Due Date”. Date the NEXT payment is EXPECTED

4. Notes
▪ Best practice is pay on or before due date

▪ Grace period of 30 days

How to Check OPMS Payment History
1 2 3



Payment on    “Date Paid” 07/04/2020 more than 

30 days late after “Due Date” 12/11/2019

“Next Due Date” is 12/11/2019

How to Check for TRUE Lapse

❑If missing or unposted payments caused the 30 days late record
(i.e. there were missing/unposted and timely payments for December 2019 to June 2020)
▪ plan is FALSE lapsed.  
▪ Create Freshdesk ticket to report missing/unposted payment.

❑If any payment is more than 30 days late
▪ plan is TRUE lapsed
▪ Use Kiosk2 to reinstate



Freshdesk

❑Who can use IMG Freshdesk?

❑Sign-up / Create IMG Freshdesk account

❑Login to IMG Freshdesk

❑Create tickets

❑Followup

❑Escalation



https://imgcorp.freshdesk.com

Sign-up / Create IMG FreshDesk Account



Juan dela Cruz

Creating a ticket

Step 1.  Click on “New Support Ticket”



I. Input “YOUR email address”

II. Input “Name of Member” (affected)

III. Input “Agent Code of Member” (affected)

IV. Choose “Concern”   / “Issue” / “Issue Type”

Creating  a Ticket

Step 2.  Fill out Details in “Submit a ticket”

juan.delacruz@gmail.com

Juan dela Cruz

123456PH

✓











Choosing 
Concern / Issue / Issue Type



Choosing Concern / Issue 
Then Subject



IV. Choose “Concern”   / “Issue” / “Issue Type”

V. Input descriptive “Subject” for issue

VI. Add “Details” as necessary
(include attachments)

Completing Details



Submitting a Ticket
juan.delacruz@gmail.com

Juan dela Cruz

123456PH

✓

I. Input “YOUR email address”

II. Input “Name of Member” (affected)

III. Input “Agent Code if Member” (affected)

IV. Choose “Concern”   / “Issue” / “Issue Type”

V. Input descriptive “Subject” for issue

VI. Add “Details” as necessary

VII. Check CAPTCHA

VIII. Click “SUBMIT”



Find Confirmation eMail
Hi Juan dela Cruz,

Greetings from the International Marketing Group!

Thank you for submitting a Customer Support Ticket. Assisting you with your concern is our 

priority to proceed, we would like to ask for additional information that would help us in 

addressing but to be able your concern:

MEMBER NAME:

POLICY NUMBER:

DATE OF PAYMENT: TIME OF DEPOSIT: _ / / _

BANK NAME:

BANK ACCOUNT NO:

AMOUNT:

Please be informed that your failure to provide the requested information within 72 

hours, will cause the ticket to automatically close in our system.

Thank you and we look forward to receiving the requested information.

Sincerely,

IMG Customer Support Team Step 3.  Find confirmation email from IMG Support 

to registered email address 



Respond to eMail
Hi IMG support,

Here are the details requested

MEMBER NAME:  Juan dela Cruz

POLICY NUMBER:  80880-12345-67890-00

DATE OF PAYMENT: March 28, 2022

TIME OF DEPOSIT:  10:32:02

BANK NAME:  BANK OF THE PHILIPPINE ISLANDS

BANK ACCOUNT NO: 4030-1234-56

AMOUNT:   P2,647.00

Thank you for  your early attention and prompt action.

Sincerely,

Juan dela Cruz

Step 4. Reply with requested details within 72 hours.



Juan dela Cruz

Step 5.  Check Ticket Status



Juan dela Cruz





Followup / Update / Reply

Juan dela Cruz

Juan dela Cruz reported 5 days ago

Any updates, please?



But if you must call…
Understanding IMG Support

❑Use published contact numbers, 
e.g +63-917-500-8388

❑Use the “Click to Call” button in Portal

❑Provide ticket number

❑Make sure references are readily 
available
▪ If possible, have ticket open in Freshdesk



Escalation

❑Escalate to SMD/CEO after 15 days
Write to CEO and provide details
▪ Forward email thread as escalation email

▪ Ticket number, and date created

▪ Last update and date of last update

▪ Summary of progress (if any)



Freshdesk Summary

❑Use Freshdesk to open, followup tickets
▪ Best for Opening tickets, even if not IMG member!

▪ Best for follow-up

▪ Close ticket when resolved

❑Phone Support
▪ Phone support is “most expensive” support channel

▪ Use phone support only if urgent, e.g. claims

❑Escalation
▪ After 14 days: open ticket

▪ After 30 days: “Click to Verify”

▪ After 60 days, ,escalate to CEO



Best Practices

Inquiries, Procedures and Support

Do’s
❑Do check Knowledgebase first for inquiries and 

procedures

❑Do use IMG Freshdesk to report most problems and 
issues

❑Do create IMG Freshdesk account using IMG email 
address

❑Do create Freshdesk tickets with the correct concern, 
issue, issue type

❑Do reply to auto-email requesting more details

❑Do follow up at least once a week

❑Do escalate to CEO If issue is not resolved after 15 days

❑Do Close tickets when resolved.

Don’ts
❑Do NOT use social media to report problems

❑Do NOT use wrong Freshdesk

❑Do NOT use phone support unless necessary



Gusto mo ba ng matuto from #CoachBobet?

1. Subscribe to 

Coach Bobet’s 

YouTube Channel

https://www.youtube.com/c/CoachBobet

https://www.youtube.com/c/CoachBobet


https://img-corp.net/membersonly/more-videos-trainings.php

2. Watch in IMG Portal: 

❑ Resources 

❑ > Videos 

❑ > Training 

❑ > More Videos

https://img-corp.net/membersonly/more-videos-trainings.php


Gusto mo ba ng 

book from 

#CoachBobet?

3. Get T.I.P.S. eBook or

Book

https://ipon.club/tips/

https://bit.ly/tips-lazada


Gusto mo ba ng 
Slide Decks at
IMG Materials?

4.  Get them here!

https://6199kf.imgcorp.com/resources/

https://6199kf.imgcorp.com/resources/


Get downloadable materials!
https://6199kf.imgcorp.com/resources/

Get your T.I.P.S eBook/ Book
https://ipon.club/tips/

Maraming salamat po!  

Coach Bobet Youtube Channel
https://www.youtube.com/c/CoachBobet

To God be the Glory!

https://6199kf.imgcorp.com/resources/
https://ipon.club/tips/
https://www.youtube.com/c/CoachBobet
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