FREQUENTLY ASKED QUESTIONS ELECTRONIC
BANKING
J MOBILE/ J NET/ J NET BUSINESS
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FREQUENTLY ASKED QUESTION (FAQ)
ELECTRONIC CHANNEL
J MOBILE/ J NET/ J NET BUSINESS

General Information

No | Frequently Asked Question

Answer

1 What is the name of J Trust Bank Mobile
Banking application?

J Trust Bank Mobile Banking application is ] MOBILE

2 Where can | download J MOBILE application?

J MOBILE application can be downloaded from the
Google Play Store for Android users or the App Store for
iPhone users

3 How can | change the language in the J
MOBILE application?

You can change the language in the ] MOBILE
application in two methods:

1. On the main screen before logging in, at the
top-right corner select the IDN, ENG, or JPN
option.

2. Through the Settings menu, Click Settings -
Change Language, then select one of the
following: Indonesian, English, or Japanese

4 How can | change the language on the J NET
or J NET BUSINESS website?

Language options are available in the top right
corner of the website’s homepage, you can select
Indonesian, English, or Japanese

Customers can also adjust the language setting in
the top corner of the website once they logged in,
with the Indonesian, English, or Japanes options
available.

5 What languages are available on J NET
BUSINESS?

J NET BUSINESS offers Indonesian, English and Japanese
for languages options.

6 Can customers place time deposits via J
MOBILE, J NET and J NET BUSINESS?

Currently, time deposits cannot be placed via ] MOBILE, J
NET and J NET BUSINESS

7 Is it possible to open an account online via J
MOBILE, J NET or J NET BUSINESS?

Online account opening is not yet available on J MOBILE,
JNET or J NET BUSINESS

8 How can | ascertain the mobile phone
number and email address registered in the
bank’s system for J MOBILE?

Click Settings, it appears under the “Account” menu

9 How can | ascertain the mobile phone
number and email address registered in the
bank’s system for J NET?

You can only ascertain the mobile phone number and
email address through J MOBILE

10 | How can | ascertain the mobile phone
number and email address registered in the
bank's system for J NET BUSINESS?

¢ Login using the Sysadmin user account.
e Select the reports menu.
e The mobile phone number and email address can be

viewed in the company profile.

11 | Isinformation regarding J Trust Bank’s latest
promotions or programs available on J
MOBILE?

Yes, information regarding promotions or programs can
be found in the promotion’s menu

12 | Isinformation regarding J Trust Bank’s latest
promotions or programs available on J NET?

Yes, the homepage will display information about the
latest promotions and programs at J Trust Bank

13 | Isinformation regarding J Trust Bank’s
latest promotions or programs available

on J NET BUSINESS?

Yes, the homepage will display information about the
latest promotions and programs at J Trust Bank
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14

Can we contact J Trust Call via J
MOBILE?

Yes, customers can contact J Trust Call at 1500615 by
clicking “Contact Us” on the main page, or after
logging in by following these steps:

e  Click Settings

e  Go to the Information and Services menu

e  Click Contact Us

e  (Click the J Trust Call number — 1500 615

15

Where can | find information about
Contact Centerin J NET?

J Trust’s contact center details can be found on the
mainpage under “Contact Us”

16

Is there information about J Trust
Call available in J NET BUSINESS?

Yes, you can find it on the homepage prior to logging
in, click "Contact Us".

17

Is there a fee if | call J Trust Call?

You will be charged according to the rates applied by
each mobile provider used.

18

Are there minimum version specifications
for Android, i0S, and other platforms?

Minimum version to download J MOBILE:
Android: 7
i0S:12.3

19

What type of browser can be used to
access J NET or J NET BUSINESS?

You can access J NET or J NET BUSINESS with any
browser that supports JavaScript. However, we
recommended to use the latest version of Google
Chrome

20

Is customer data updating at the Branch
Office automatically connected from the
bank system to J MOBILE?

Yes, if customer updates their data at a branch office,
the data will be directly connected to the ) MOBILE
system after they re-register.

21

Can | check J Trust Bank branch office
locations in J MOBILE?

Yes, on the main page, click “Location,” or after logging
in, go to Settings and click “Branch Office Location.”.

22

Can | check J Trust Bank branch office
locations in J NET?

You can access the J NET officially and securely via the
following link:
https://jnet.jtrustbank.co.id/eb-personal

Select the "Information" menu, then choose "ATM &
Branch Locations."

Important: We advise customers not to access banking
services via links received from unkwown sources (such
as suspicious WhatsApp messages or SMS) to avoid the
risk of phising, always ensure you access the site
through the official link provided above

23

Can | check J Trust Bank branch office
locations in J NET BUSINESS?

Yes, go to the information menu and click on branch
office locations

24

Where can | access the link to J NET?

You can access the J NET officially and securely via the
following link:
https://inet.jtrustbank.co.id/eb-personal

Important: We advise customers not to access banking
services via links received from unkwown sources (such
as suspicious WhatsApp messages or SMS) to avoid the
risk of phising, always ensure you access the site
through the official link provided above

25

Will J MOBILE or J NET be linked to my foreign
currency account?

Yes, all accounts owned by the customers will appear on
JMOBILE or J NET

26

Will customers be informed of any changes
to J NET services and their associated fees or
charges?

Yes, we are committed to maintaining transparency
with our customers. Any changes regarding fees or
service charges for ] MOBILE, J NET, and J NET
BUSINESS will be communicated to customers, in
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accordance with the timeframes mandated by
regulators (OJK & BI) prior to the changes taking effect,
via our official channels:

e ) Trust Bank's official website:
https://www.jtrustbank.co.id/theme/Site/pdf/serv
ices-
rates/2026/jul/7.%20(ATM%20and%20IBMB)%20F
ee%20Charges%20Ver.04.5.2026%20ID_ENG JPN

040626.pdf

e Announcements at the nearest branch office.

¢ Notifications via other official communication
channels (such as in-app notifications within the J
MOBILE, J NET, or J NET BUSINESS, or email
blasts).

We encourage customers to periodically check our
official channels to ensure the information they have
remains accurate.

27 | Are J NET and J NET BUSINESS the same? They are different, J NET is an internet banking service
for individual customers, whereas J NET BUSINESS is an
internet banking service for corporate customers.

28 | Canluse ) MOBILE,J NET andJ NET All J Trust Bank digital services (J MOBILE, J NET, and J
BUSINESS for transactions abroad? NET BUSINESS) can be accessed from abroad on the
condition that you have stable internet connection.

Important points to note:

¢ Registration/Activation: Ensure you have
registered and activated the ) MOBILE/ J NET
services while still in Indonesia or before your
departure, as the activation process requires OTP
verification sent to your registered number

e Security: We advise against using public Wi-Fi
networks when accessing banking services to
ensure the security of your data. Please use a
secure, private internet connection

29 | Are there any administrative fees for Currently, there are no administrative fees for using the
using J MOBILE, J NET, or J NET J MOBILE, J NET or J NET BUSINESS. Should there be any
BUSINESS? future changes to service fee policies, J Trust Bank will

officially notify customers via our communication
channels:

e ] Trust Bank’s official website

e Announcements at the nearest branch office.

e Notifications via other official communication
channels (such as in-app notifications within the J
MOBILE, J NET, or J NET BUSINESS, or email

blasts).

30 | Do J MOBILE, J NET, and J NET BUSINESS Transactions made by customers via ] MOBILE, J NET,
provide transaction notification and J NET BUSINESS will be notified via the email
features? address registered in the Bank's system.

31 | Can | disable the transaction notification No, you cannot. Transaction notifications serve as proof
feature? of transactions and are part of security measures
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intended to help prevent fraud. These notifications
allow customers to immediately aware of any
transactions on their J Trust Bank accounts, enabling
them to promptly report any unrecognized transactions.

Registration & Activation

No

Frequently Asked Question

Answer

1

How can new customers sign up for J
MOBILE?

Download the J MOBILE app from the Google Play Store
or App Store, open the app, and go to the registration
menu.

How do new customers register for J NET?

e Download the ] MOBILE app from the
Google Play Store or App Store.

e Register viaJ MOBILE.

e Login to the official and secure J NET
website using the following link:

https://jnet.jtrustbank.co.id/eb-personal

e Use the User ID and Password created in J

MOBILE to log in to J NET

Important: We advise customers not to access banking
services via links received from unknown sources (such
as suspicious WhatsApp messages or SMS) to avoid the
risk of phishing. Always ensure you access the site
through the official link provided above.

Isthe J NET user ID the same as the ] MOBILE
user ID?

e Yes, the ) NET user ID is the same as the J
MOBILE user ID.

How do | sign up for J NET BUSINESS?

By filling out the J NET BUSINESS service form at a J Trust
Bank branch.

| have changed my mobile phone how do |
log in my J MOBILE account on the new
phone?

Download the J MOBILE app from the Google Play Store
or App Store. If you still remember your previous User ID,
you can proceed with Activation menu. If you have
forgotten your previous User ID, you can proceed with
Registration menu.

What if | change my mobile number, do |
need to re-register my J MOBILE account?

Yes, re-registration is required so that the change in your
mobile number is synchronized with the data in the J
MOBILE application.

How do | change the User ID for ) MOBILE
and J NET?

The User ID cannot be changed because it is set by the
system.

If a customer holds multiple accounts,
can they use just one account number to
register for ) MOBILE?

Yes, registration for ) MOBILE can be completed using
any active account number and ATM card.
Subsequently, all other accounts will be visible within
the ) MOBILE app under the "My Accounts" menu.

Can | register for J MOBILE if | do not
have an ATM card and ATM PIN?

No, you cannot. J MOBILE registration requires an ATM
PIN as one of the data that must be entered during the
registration process for verification and security
purposes

10

To create a ] MOBILE account, do
customers need to change their ATM PIN
first during the registration process?

Customers do not need to change their ATM PIN
beforehand to register for ] MOBILE.

11

Are the M-PIN and ATM PIN the same?

They are different. The M-PIN is solely for
transactions via J MOBILE, while ATM PIN is used for
transaction using J Trust Bank debit card.

12

What is an M-PIN?

An M-PIN is a 6-digit secret code used to
authorize transactions within the J MOBILE
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application. For security reasons, the M-PIN
must be kept confidential and must not be
disclosed to anyone, including J Trust Bank staff.
13 | How do | create an M-PIN? The M-PIN is created during the registration or
activation of J MOBILE.

Important: We advise customers to keep their
M-PIN confidential. Please note that J Trust
Bank never asks for a customer's M-PIN via
telephone, SMS, WhatsApp, or social media.
Remain vigilant against fraud attempts.

14 | What Is a Soft Token? A Soft Token is a security feature for J NET used
to authorize transactions. It helps protect
transactions.

You can obtain a Soft Token via the ) MOBILE

app by accessing the "Soft Token" menu on the

app's home screen (prior to logging in). You will

then be prompted to enter your M-PIN, after

which the system will generate a Soft Token

that can be used to authorize transactions.

15 | Is the J NET Soft Token the same as the J No. The J NET Soft Token is used by individual

NET BUSINESS Soft Token? customers to authorize transactions initiated via

the J MOBILE application, whereas the J NET

BUSINESS Soft Token is used by corporate

customers to authorize transactions initiated via

the "J Soft Token by J Trust Bank" application.

16 | How do | activate the soft token user on J e Download the "J Soft Token by J Trust Bank" app

NET BUSINESS? from the Google Play Store (for Android users) or
the App Store (for iPhone users).

e Activate the "J Soft Token by J Trust Bank" using
your Corporate ID, User ID, and password.

e Next, create a Soft Token Mobile PIN to be used
when executing transactions.

e The ") Soft Token by J Trust Bank" user activation is
successful.

17 | Can |l use J MOBILE on more than one device? | No, J MOBILE can only be accessed on one device at a
time.

If you log in on a new device, you will be automatically
logged out of the previous device.

18 | How do | disable Developer Mode after To disable Developer Mode, you can follow these steps:
installing ) MOBILE?

e Open Settings on the device.

e Select the Developer Mode menu.

e Toggle the Developer Mode switch to the Off
position.

Login & Security

No | Frequently Asked Question Answer
1 How do I log in to the J MOBILE app? Using a user ID and password, or biometrics (fingerprint
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or Face ID).

2 What criteria must be met for a user password | ®  Alphanumeric and include at least one uppercase

to be considered valid and secure? letter.
e Minimum of 8 characters
e  Must contain at least one special character
e  Maximum of 15 characters

3 How do | reset my J MOBILE password? To reset your J MOBILE password, select the “forgot

password” menu on the login page.

4 Can | use Face ID or fingerprint to log in to J | You can use Face ID or fingerprint to log in to J MOBILE
MOBILE? by enabling the Biometric feature in the settings menu.

5 Is J NET login password the same as J Yes, J NET and J MOBILE login passwords are the same.
MOBILE?

6 How do | change my J NET password? e LlogintoJNET

e Select the Administration menu

e Select the Change Password menu

e Enter your current password

e Enter your new password and confirm it, adhering
to the following password requirements:
e Alphanumeric and include at least one

uppercase letter.

¢ Minimum of 8 characters.
e  Must contain at least one special character
e Maximum of 15 characters.

e Then select Save.

7 Can customers reset their J NET BUSINESS Yes, via the "forgot password" menu
password?

8 What are the requirements for creating J e Alphanumeric and include at least one uppercase
NET BUSINESS password? letter.

¢ Minimum of 8 characters.
e  Must contain at least one special character
e  Maximum of 15 characters.

9 Are J NET Soft Token and ATM PIN the No, they are not. J NET Soft Token and ATM PIN are
same? different, serving the following functions:

e ATM PIN is a 6-digit secret code used for
transactions made with your J Trust Bank debit
card.

e  Soft Token is a digital feature used to authorize or
approve transactions performed via J NET

Important: For the security of your account,

never disclose your ATM PIN or Soft Token code

to anyone, including individuals claiming to be J

Trust Bank staff. J Trust Bank never requests

your security codes through any channel.

10 | How do | create J NET Soft Token? e Open the ] MOBILE app (without logging in)

e Click "Soft Token"

e C(Click "Generate Token"

e Enter your M-PIN

e The soft token will be created

11 | Are the login passwords for the J NET Yes, the login passwords for the ] NET BUSINESS user and
BUSINESS user and the “J Soft Token by J the “J Soft Token by J Trust Bank” user are the same.
Trust Bank” user the same?

12 | How can a customer reset their J NET If a customer forgets their J NET BUSINESS or "J Soft
BUSINESS or ") Soft Token by J Trust Bank" Token by J Trust Bank" user login password, they can
user login password if they have forgotten it? | select the "forgot password" option on the J NET

BUSINESS website.
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13 | How do | authenticate transactions on J NET Transaction authentication on J NET BUSINESS uses a
BUSINESS? soft token obtained via the "J Soft Token by J Trust
Bank" app, available on the Google Play Store for
Android users or the App Store for iPhone users.
Important: For the security of your account, never
share or disclose your Soft Token code to anyone,
including individuals claiming to be J Trust Bank staff. J
Trust Bank never requests your security code through
any channel.
14 | How do | authenticate a transaction on J NET |e  Login from the user who want to executing the
BUSINESS using J Soft Token? transaction with J Soft Token by J Trust Bank app,
select the soft token menu.
e Enter the challenge number (found on the
transaction confirmation page in J NET BUSINESS).
e Enter the Mobile PIN created during the activation
of the J Soft Token by J Trust Bank user.
e Click "Generate Token."
15 | What should | do if | receive an OTP code If you receive an OTP code without having initiated
even though | did not register for J MOBILE? | any activity, do not share the code with anyone for
any reason, including with individuals claiming to be J
Trust Bank staff.
Take the following actions immediately:
Ignore the code and do not enter it into any website
or application.
Immediately contact J Trust Call at 1500615 to report
the incident so that your account can be protected or
temporarily blocked to prevent misuse.
Check your account activity (if access is still possible)
to ensure there are no suspicious transactions.
Please remember that J Trust Bank never asks for a
customer's OTP code via telephone, SMS, WhatsApp,
or social media. Remain vigilant against fraud
attempts.
Transaction
No | Frequently Asked Question Answer
1 How do | transfer funds between J Trust Bank | Log in to J MOBILE, tap "Transfer" then tap "J Trust
accounts using ) MOBILE? Account"
2 How do | transfer funds between J Trust Bank | Log in to J NET, click the transfer menu, and choose J
accounts using J NET? Trust Bank as transfer type
3 How do I transfer funds between banks using | LogintoJ MOBILE, click "Transfer" and select the transfer
J MOBILE? methods you wish to use (Bl Fast, Online, SKN, or RTGS)
4 How do | transfer funds between banks using | Log in to J NET, click the transfer menu, and select the
JNET? transfer methods you wish to use (Bl Fast, Online, SKN,
or RTGS).
5 What are the interbank transfer fees for Bl- | You can check the interbank transfer fees for BI-
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FAST, Online Transfer, or LLG/RTGS methods
on J MOBILE?

FAST, Online Transfer, or LLG/RTGS on J MOBILE
on the J Trust Bank website:
https://www.jtrustbank.co.id/theme/Site/pdf/s
ervices-
rates/2026/jul/4.%20(Biaya%20Transfer)%20Fe
€%20Charges%20Ver.06.7.2026%20ID ENG 05

0626.pdf

Are interbank transfers
available 24 hours a day?

using  BI-FAST

Yes, interbank transfers using BI-FAST are available 24
hours a day.

How do | add a beneficiary in J MOBILE?

e  Click "Transfer"

¢ Select the transfer method (Within J Trust / Online /
Bl Fast / SKN / RTGS)

e C(Click "Add Beneficiary"

e Select the Destination Bank

e Enter the account number

e Enteran alias

e  Click "Next"

e Enter your M-PIN, and the account will be registered
as a beneficiary

How do | add a J NET beneficiary?

e logintoJNET

e  Click "Transfer"

e  Click "Transfer Destination List"

e Select "Within J Trust" or "Other Banks"
e C(Click "Add Transfer Destination"

Do beneficiaries need to be registered again
when making a transfer using a different
method?

No, a one-time registration suffices for all
transfer methods.

10

How do | make a Virtual Account payment via
J MOBILE?

Log in to J MOBILE, click "Virtual Account" and
then enter the Virtual Account number you wish
to pay.

11

How do | make a Virtual Account payment via
JNET?

e logintoJ NET

e Click the transfer menu

e  Click Virtual Account transfer

e Select the source account

e Enter the Virtual Account number

12

How do | pay for electricity (PLN) and water
(PDAM) bills via J MOBILE?

e logintoJ MOBILE.

e Go to the payment menu and select the type of
payment you wish to make (Postpaid Mobile, Travel,
PLN, Donations, TV, PDAM, Internet, BPJS Kesehatan,
Credit Card, State Revenue).

e Enter the bill number to be paid.

13

How do | pay for electricity (PLN) and water
(PDAM) bills via J NET?

e logintoJNET

e Click on the payment menu and select the type of
payment (Credit Card, Postpaid Mobile, BPJS
Kesehatan, PLN, Water/PDAM, Donation, Travel,
Cable TV, Internet, State Revenue)

e Enter the bill number to be paid

14

For PLN payments, is the payment processed
immediately or does it wait until the next day?

PLN payments will be processed and received on the
same day when the payment is successfully made.

15

Are bill payments processed in real time?

Yes. Bill payments are processed in real time, meaning
the transaction is processed immediately upon successful
completion. Customers are advised to verify the
transaction status and retain proof of the transaction for
future reference if needed.

16

How do | top up e-wallet balance in ] MOBILE?

e Login toyour J MOBILE account
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e Select the purchase menu

e Select "E-Wallet" and choose the e-wallet you wish to
top up

e  Enter the top-up amount

17

How do | top up an e-wallet balance via J NET?

e logintoJNET

e Click the 'Purchases' menu
e  C(Click 'E-wallet top-up'

e Select the source account
e Select the e-wallet type

e  Enter the top-up amount

18

Can we check the e-wallet top-up history in J
MOBILE?

Yes, in the transaction history menu.

19

Can we check the top-up history for e-wallets
on J NET?

Yes, in the transaction history menu.

20

Can we check the e-wallet top-up history in J
NET BUSINESS?

Yes, go to the account information menu and then
check the transaction history.

21

Can | top up electronic money cards (E-
Money, Flazz, etc.) via ) MOBILE?

Currently, electronic money card top-up transactions
cannot be made via ] MOBILE.

22

Can | download my account transaction
history in ] MOBILE?

You can download the transaction history data via the
"My Account" menu

23

Can | download my account transaction
history in J NET?

Yes, you can do so via the account information menu by
clicking on the account transaction history option.

24

How do | download an account statement on
J MOBILE?

Log in to J MOBILE, go to "My Accounts," click on the
account for which you want to download the statement,
and then click "e-statement"

25

How do | download an account statement on
JNET?

e LlogintoJNET

e  Click Account Information

e C(Click e-statement

e Select the period of the account statement you wish
to downloaded

e Click Search Data

26

Can customers view their account transaction
history on J NET BUSINESS?

Yes, go to the account portfolio menu and click on
account transaction history.

27

Can | download the transaction history on J
NET BUSINESS?

Yes, go to the account portfolio menu, click on account
transactions, and then click print.

28

Can customers check their balances or
transaction history on J NET BUSINESS?

Yes, to check the balance, go to the account information
menu and select the account portfolio option.

For transaction history, go to the account information
menu and select the transaction history option.

29

Do J MOBILE transactions use SMS OTP for
authentication?

SMS OTP is not used for transaction authentication,
rather using M-PIN created during J MOBILE activation or
registration is used.

30

Do J NET transactions use SMS OTP for
authentication?

No, transaction authentication on J NET uses a soft token.
The soft token is obtained from the ) MOBILE app (on the
pre-login screen, click "soft token")

31

Can | use QRIS to make payments via J
MOBILE?

Yes, by clicking the QRIS logo in the ] MOBILE app.

32

Are there any QRIS transaction fees for
payments using ) MOBILE?

There are no transaction fees for customers making
payments using QRIS via ] MOBILE.

33

Can | used J MOBILE to pay QRIS at all
merchants?

Yes. QRIS via J] MOBILE can be used at all merchants
offering QRIS payment services across Indonesia.
Customers simply need to scan the QRIS code available
at the merchant to make a payment transaction.

34

CanJ Trust QRIS be used to make payments by
displaying a barcode in the ] MOBILE app?

No. Currently, J Trust QRIS in J MOBILE is used to make
payments by scanning the QRIS code provided by the
merchant. The feature to make payments by displaying a
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barcode within the J MOBILE app is not yet available.

35 | Can QRIS be used to make payments via J QRIS payment services are not available on J NET.
NET?

36 | What are the maximum limits for Maker J NET does not have Maker or Releaser user, as the
and Releaser user in J NET? users are individuals not corporate entities.

Regarding J NET limits, please refer to:
https://www.jtrustbank.co.id/theme/Site/pdf/IGFeed

Limit%20Transaksi%201BMB%20Maret2026 ENG.pd
f

37 | What are the maximum limits for Maker Information regarding J NET BUSINESS limits can be
and Releaser user in J NET BUSINESS? found on the J Trust Bank website:

https://www.jtrustbank.co.id/theme/Site/pdf/IGFeed Li
mit%20Transaksi%20IBMB%20Maret2026 ENG.pdf

38 | What is the daily transaction limit for J Information regarding J NET BUSINESS daily transaction
NET BUSINESS? limits can be found on the J Trust Bank website:

https://www.jtrustbank.co.id/theme/Site/pdf/IGFeed Li
mit%20Transaksi%20IBMB%20Maret2026 ENG.pdf

39 | Can the limits for Maker and Releaser users Yes, limit settings for Maker and Releaser users can be
be configured independently? If so, how? configured via the sysadmin account.

40 | What are the daily limits for interbank Information regarding daily transaction limits for
transfers or transfers between J Trust interbank transfers or transfers between J Trust
accounts via ] MOBILE, J NET, and J NET accounts via J MOBILE, J NET, and J NET BUSINESS can
BUSINESS? be found on the J Trust Bank website:

https://www.jtrustbank.co.id/theme/Site/pdf/IGFeed Li
mit%20Transaksi%20IBMB%20Maret2026 ENG.pdf

41 | Can | cancel a transaction | made accidentally | If the transaction has been successfully processed, it
via J NET? cannot be cancelled.

42 | Can customers view the status of scheduled Yes, under the transfer menu, in the scheduled
transactions in J NET BUSINESS? transactions section.

43 | How can corporate clients switch from e LogintoJ NET BUSINESS using Releaser user
using a Hard Token to a Soft Token? e The Releaser user clicks on "Authorization"

e Click on "Checker/Releaser Authorization"
¢  Click on the transaction you wish to approve
e Click "Approve"

44 | How do | approve a transaction inJ e login user Approver pada J NET BUSINESS

NET BUSINESS? e User Approver klik autorisasi
e Klik autorisasi checker / releaser
e  Klik transaksi yang ingin di approve
e  Klik setujui

45 | How do | download or reshare a For transactions made via J MOBILE:
receipt/proof of transfer for a past e Select the History menu
transaction? e Select the date of the past transaction

e Select the past transaction

For transactions made via J NET and J NET BUSINESS:
e Select the Account Information menu

e Select the Transaction History menu

e Select the date of the past transaction

e Select the past transaction

Constrains & Troubleshooting

| No | Frequently Asked Question |

Answer
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1

What if | forget my J MOBILE M PIN?

On the J MOBILE homepage, select the Forgot Password
menu to re-register so customers can create a new M
PIN.

What if | forget the User ID for ) MOBILE, J
NET, or J NET BUSINESS?

If the customer forgets the ) MOBILE or J NET User ID, the
customer can re-register so that the system creates a
new User ID

If the customer forgets the J NET BUSINESS User ID, the
customer can check via User sysadmin maker on the user
account management menu then go to the customer
management menu

What if i forget my J MOBILE or J NET login
password?

Customers can click "forgot password" from the ) MOBILE
app.

How do | activate an inactive account on J
MOBILE?

e Login to the ] MOBILE app.

e Select the "My Account" menu.

e Select the inactive account you want to activate, then
click Activate.

e Enter your
reactivated.

M-PIN and your account will be

How do | activate an inactive account onJ
NET?

e logintoJ NET

e Select the "Account Information" menu, then
"Account Portfolio" menu.

e Select the inactive account you want to activate.

e  Enter your Soft Token via the ) MOBILE app. Your
account will then be reactivated.

How to activate an inactive account onJ
NET BUSINESS?

e LogintoJ NET BUSINESS.

e Select the "Account Information" menu, then select
"Account Portfolio."

e Select the inactive account you want to activate.

e  Enter your soft token via the "J Soft Token by J Trust
Bank" application. Your account will be reactivated.

Do | have to wait 1 x 24 hours to activate an
inactive account?

No, inactive accounts will be active immediately after the
customer activates/real time.

Can | activate a dormant account on J MOBILE,
JNET, or J NET BUSINESS?

No, activating a dormant account can only be reactivated
through a branch.

How do | unblock an M-PIN that's been
entered incorrectly three times?

If the M-PIN is blocked, customers can contact J Trust
Call at 1500615.

10

What should I do if | suspect fraud claiming a
representative fromJ Trust Bank?

If there are any indications of fraud, customers should
immediately contact the J Trust Call Center at 1500615.

11

What should I do if the PLN token | purchase
via J MOBILE, J NET, or J NET BUSINESS was
successful but the token number hasn't been
issued?

Customers can contact J Trust Call at 1500615 to receive
a Customer Complaint Ticket Number.

12

What should | do if the transfer is successful
but the funds haven't been received by the
recipient?

Customers can wait up to 24 hours for the funds to be
transferred from J Trust Bank to the recipient's account.
If the recipient still hasn't received the funds, they can
file a complaint via J Trust Call at 1500615 or visit the
nearest J Trust Bank branch.

13

What should I do if the transfer status is
pending and the funds haven't been received
by the recipient?

Customers can check the transfer status in the
History menu. If the status has changed to Successful
Transaction, they can wait up to 24 hours for the
funds to be transferred from J Trust Bank to the
recipient's account.

If the recipient still hasn't received the transfer
funds, customers can file a complaint through J Trust
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Call at 1500615 or visit the nearest J Trust Bank
branch.

14

Why haven't | received my transaction
notification?

J Trust Bank transaction notifications are sent via the
email address registered in the system. Ensure your
email address is active and your inbox is not full so
your transaction notification can b3 received
properly.

Customers are also advised to check their Spam/Junk
folder if the notification hasn't arrived in their
primary inbox.

15

How do | unblock a J MOBILE or J NET user
whose account has been blocked because |
entered the wrong password?

If the user is blocked because they entered the wrong
password, they should contact the J Trust Call Contact
Center at 1500615.

16

How do | unblock a soft token that's been
blocked due to three incorrect entries?

If your soft token is blocked, contact the J Trust Contact
Center at 1500615.

17

How do | unblock J Soft Token if | make
three errors?

Unblocking a J Soft Token is done through J NET
BUSINESS by logging in as a sysadmin user and
following these steps:

e Select the User Management Account menu

e Select the Block/Unblock User menu

e Select Unblock for the blocked soft token user

18

How do | unblock a Maker, Checker, or
Releaser user due to an incorrect
password three times?

To unblock a Maker, Checker, or Releaser user due to an
attempt of inputing incorrect password three times, you
must use the Sysadmin user account by:

e Select the User Management menu
Select the Block/Unblock User menu

19

What if a sysadmin user has been blocked
because they entered wrong password
three times? How do | unblock the
sysadmin user?

The Sysadmin user will not be blocked. If you forget
your Sysadmin user login password, you can click
"Forgot Password."

20

Why can't | log in to the ) MOBILE app?

If you forgot your login password, you can select the
"Forgot Password" menu to reset it.

Ensure your mobile phone has a stable internet
connection and the latest version of the ] MOBILE app
on the Google Play Store or App Store.

21

What should I do if my mobile phone is
lost or stolen?

Customers can contact the Contact Center —J Trust Call
1500615 to block J MOBILE users from misuse.

22

What should I do if | lose my ATM card?

Customers can contact the J Trust Call Center at
1500615 to block their ATM card to prevent misuse. A
replacement ATM card can be done at any J Trust Bank
branch.

23

What if | entered the wrong recipient
account number or virtual account number?
Can the transaction be canceled?

Once the transaction is successful, it cannot be
canceled.

24

How can | recognize digital fraud schemes
that use J Trust Bank name?

Keep your PIN, password, OTP code, CVV/CVC, or other
information confidential, as J Trust Bank never asks for
customers' confidential or personal information.

Ensure you only use the J MOBILE app officially
downloaded from Google Play Store or App Store, and
access J NET through the official J Trust Bank website to
avoid digital fraud.

25

Does J Trust Bank ever ask for a PIN,

J Trust Bank never asks for a PIN, Password, User ID, or
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Password, User ID, or OTP code?

OTP code.

26

How do | block ] MOBILE services if there are
indications of account misuse?

Customers can contact the Contact Center — J Trust Call
1500615 to block J MOBILE users from misuse.

27

How can | ensure that the ] MOBILE app I'm
using is the official J Trust Bank app?

The official ] MOBILE app can only be downloaded from
the Google Play Store or App Store.

28

Why does my J MOBILE application force
close?

J MOBILE application has a timeout to ensure
transaction security, so the J MOBILE application will
automatically close if there is no activity.

29

Why is the ] MOBILE app running slowly?

Ensure your mobile phone has a stable internet
connection and is the latest version of the J MOBILE app
on the Google Play Store or App Store.

30

Why did my transaction fail even though my
balance is sufficient?

Make sure the PIN you entered is correct and that your
mobile phone has a stable internet connection.

31

What should | do if the application
experiences problems?

J Trust Bank will inform you if there is a maintenance on
the application and the application can be used again
after the maintenance ends

32

How do | update the J MOBILE app to the
latest version?

Download the latest version of the ) MOBILE app from
the Google Play Store or App Store.
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