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1. 2.
Here are two ways in Connect to initiate a change of client information:

a.	 Go to “My Dashboard” on the Connect home page

b.	 Select “New Servicing”

c.	 Select “Initiate a Servicing”

d.	 Select “Change of Client Information ”

e.	 Select or confirm the client name

f.	 Confirm by clicking “Continue”

a.	 When looking at a specific policy on the bottom of any screen click 
the “New Servicing” button.

b.	 Select “Initiate a Servicing”

c.	 Select “Change of Client Information”

d.	 Select or confirm the client name

e.	 Confirm by clicking “Continue”

From the Dashboard From a specific policy

I N I T I AT E  A  S E R V I C I N G  R E Q U E S T  -  
C H A N G E  O F  C L I E N T  I N F O R M AT I O N
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The change of Client Information request is launched. The menu on the left side of the display screen shows the steps to follow and complete 
before this servicing request can be submitted.

General Information : client’s personal information and passport/ID details can be updated 
here.

Contacts: client contact details can be added or deleted here (email, phone, mobile).

Account(s): bank account details can be added or deleted (when the client is the 
policyholder).

Legal address: the residential addresses can be updated.

Correspondence address(es): the correspondence addresses can be updated.

Required documents: list of documents to upload depending of the changes requested.

Documents to sign: final step of the servicing process, including the change of client 
information request form duly completed with the information provided. Electronic signing 
prior to completion of the request takes place during this step.

P R E V I E W  O F  T H E  C H A N G E  O F  
C L I E N T  I N F O R M AT I O N
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P R E V I E W  O F  T H E  S E R V I C I N G  S TAT U S  M E N U

The menu at top of the screen shows the 
different steps of the servicing process 
and their status. Stages that have not been 
initiated yet remain black.

I N I T I AT E

Initiate a servicing request 
in Connect.

This status remains 
unchanged until the request 
has been completed.

D O C U M E N T S

A N D  C O N T R O L S

The servicing request has 
been sent to the Partner & 
Client Servicing team who 
further controls the proofs 
or documents provided 
in order to approve the 
request.

C L O S E

The servicing is finalized 
and Confirmation letters 
are published on Connect 
for any change of 
information concerning the 
policyholder.
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G E N E R A L  I N F O R M AT I O N

Here you can update the following 
information:

	› Title

	› Last name

	› Marital status

	› Nationality

	› Language

	› Passport/national ID card

Information about the passport/ID card can 
be updated in this step, for example if the 
ID document currently on file has expired.

In the case of a legal entity, only the 
company name is shown and can be 
changed.
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C O N TA C T  &  A C C O U N T S

The client’s contact details can be added or 
deleted here.

	› The client’s personal information 
(telephone number, email) can be 
updated or added;

When the client is the Policyholder:

	› Bank account details can be added or 
deleted.

If the client subscribes to several policies, 
all of the policies affected are shown in the 
drop-down list.

	› One row per Policyholder role.

	› Policies that have the same Policyholder 
are grouped together.
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R E S I D E N T I A L  A D D R E S S E S

	› Information about the residential (legal) 
address can be updated.

	› Note that the country of residence cannot 
be changed during this step. There 
is a specific procedure for changing 
the country of residence. Contact 
your dedicated PCS team for more 
information.

Be aware that in order to amend our records with your updated address, we require a formal change of 
address and certified address verification to be uploaded at the later stage “Document upload”
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C O M P L E T I N G  A  W I T H D R A W A L  R E Q U E S T  -  A E O I  
( A U T O M AT I C  E X C H A N G E  O F  I N F O R M AT I O N )

If no tax identification number (TIN) was 
provided to Utmost Luxembourg S.A. or 
if the current TIN has changed, it can be 
updated here.

If all of the information is correct or has been updated, press the“next” button to continue with the 
withdrawal request.

ULU PR 00022 | 11/25
9   |    15   S E R V I C I N G  U S E R  G U I D E



C O R R E S P O N D E N C E  A D D R E S S

According to our Corporate rules, in order 
to change a policyholder’s correspondence 
address we must receive an instruction 
signed by all policyholders (if more than 
one policyholder) confirming the full 
address details.

Please note the following:

	› This must be an address in the 
same country of residence as the 
policyholder(s),

	› PO boxes may only be used subject to 
the Insurer’s approval,

	› The option to change the 
correspondence address to the 
policyholder’s tax advisor (including 
chartered accountant), legal advisor or 
insurance broker address, will be subject 
to the Insurer’s approval.
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R E Q U I R E D  D O C U M E N T S

	› Depending on the different updates 
made, certain documents may be 
required.

	› In this example, the address has been 
amended. Therefore a proof of residence 
is necessary.
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R E Q U I R E D  S I G N AT U R E

The request can now be electronically 
signed.

After selecting “Review & Sign”, you will be 
requested to authenticate yourself via a 
numeric code sent by text message to the 
mobile phone number that the transaction 
initiator registered to Connect.

This code needs to be entered in the 
dedicated field. The request form is 
displayed and updated client’s information 
can be reviewed. After clicking on “sign”, 
you will be redirect to Connect to submit 
the transaction.
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R E Q U I R E D  S I G N AT U R E

1.

3.

2.
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T R A N S A C T I O N  M O N I T O R I N G

1.	 Once the change request has been submitted, the servicing can be tracked by going to the view policy menu, then the query tab in Connect.

2.	 The person who submitted the change request will receive an email notification whenever one of the servicing steps has been completed.

3.	 For further clarification on the servicing steps revert to page 5: Preview of the servicing status menu.
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Disclaimer

This document was produced by Utmost Luxembourg S.A. in November 2025. It is 
intended solely for informational purposes and is not to be construed as a solicitation 
or an offer to buy or sell any life assurance product. The information provided does not 
constitute legal, fiscal, or investment advice. It should only be used in conjunction with 
independent professional advice from a reliable and qualified source. The acceptance of 
any proposal issued remains at the sole discretion of Utmost Luxembourg S.A.

The tax rate overview is indicative and directed at high-net-worth investors. The tax rates 
are therefore those levied on substantial portfolios. These rates and tax bases are subject 
to change. 

All information in this document reflects Utmost Luxembourg S.A.’s understanding of 
Luxembourg law and the laws of any other jurisdictions referred to herein at the time of 

production. Utmost Luxembourg S.A. is not liable for any consequences resulting from 
changes in laws or revenue practices. Whilst every care has been taken in producing this 
document, no representation or warranty, whether express or implied, is made in relation 
to the accuracy, completeness or reliability of the information contained herein, except 
with respect to information concerning Utmost Luxembourg S.A. or its group companies. 
All copyright in this material belongs to Utmost Luxembourg S.A.

Please review the key information document for any packaged retail and insurance-based 
investment product before subscribing. This document is available free of charge and 
upon request from Utmost Luxembourg S.A. or your intermediary and is also available 
online at: https://utmostinternational.com/priips/

Copyright © 2025 Utmost Luxembourg S.A.
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