FREQUENTLY ASKED QUESTIONS
MEMBERSHIP
Q1:

How can I join ManulifeMOVE?

A:

To join ManulifeMOVE, you must meet the following criteria:



Be aged 18 or above, and be the person insured of your eligible plan; and
Provide a valid email address

When purchasing an eligible plan on or after January 18, 2016, you will be given a ManulifeMOVE enrollment
form. Just fill it out and submit it to us. Your email address will be used to verify your ManulifeMOVE
membership‣
Your membership will be confirmed after the new coverage has been issued.
Q2:

What does “eligible plan/coverage” mean?

A:

When we talk about ManulifeMOVE, the terms "eligible plan" and "eligible coverage" just mean a
Manulife insurance policy or rider that is part of the ManulifeMOVE program.

Q3:

Which plans are eligible for the ManulifeMOVE program?

A:

Currently, the eligible plans are:







Manulife Health Choice;
Manulife Adam
Manulife Eve
Manulife Seasons 100 with Enhanced Critical Illness Rider or Hospitalization Income Benefit
Rider;
Enhanced Critical Illness Rider; and
Hospitalization Income Benefit Rider

The list of eligible plans may change from time to time. Please refer to www.Manulife.com.ph/MOVE
for updates.
Q4:

Is there any membership fee?

A:

There is no membership fee for ManulifeMOVE

Q5:

I purchased an eligible plan before January 18, 2016. Am entitled to join ManulifeMOVE?

A:

We apologize that membership to the ManulifeMOVE program is only open to customers who
successfully apply for a new eligible plan on or after January 18, 2016.

Q6:

What if I have more than one eligible plan? Do I need to submit an enrolment form for each
insurance coverage application?

A:

You only need to submit one ManulifeMOVE enrollment form. Benefits earned through the
ManulifeMOVE program will automatically apply to all eligible plans

Q7:

Can I transfer my ManulifeMOVE membership to someone else?

A:

ManulifeMOVE memberships are not transferable

Q8:

How can I terminate my ManulifeMOVE membership?

A:

We hope you enjoy being a member of the ManulifeMOVE program, but if you would like to terminate
your MOVE membership, just notify us by email, sent to moveph@manulife.com. Please note that your

MOVE membership cannot be reinstated and all benefits under ManulifeMOVE will cease upon
membership termination. You can only re-apply for MOVE by purchasing new eligible coverage
SIGN UP OFFER FULFILLMENT
Q9:

How can I get a FREE fitness tracker?

A:

To qualify for a FREE fitness tracker, you will need to submit a completed ManulifeMOVE enrollment
form on or before December 31, 2016, as well as meet all of the ManulifeMOVE program's eligibility
criteria (see Q1).
You are also required to activate your Move account within sixty (60) days from receipt of the
membership activation link via email. Upon successful activation, we will send you an email with a
unique promotional code and instructions on how to claim your fitness tracker

Q10:

If I purchase more than one eligible plan, am I entitled to multiple fitness trackers?

A:

Fitness trackers given as ManulifeMOVE sign-up gifts are limited to one tracker per ManulifeMOVE
membership

Q11:

I used my promotional code to select my preferred fitness tracker online. Can I check if it’s
available in certain color?

A:

For those availing of the FREE Misfit fitness tracker, available color is only Grey. Manulife, through its
third party service provider, reserves the right to deliver a different color, depending on the stock
availability. For enquiries on stock/ color availability by those who will be availing of the fitness
trackers at a discount, please call and check with the participating merchant outlet.

Q12:

Can I change my choice of fitness tracker?

A:

It is not possible to change your choice of fitness tracker after confirming your selection via our
ManulifeMOVE Web cart using your unique promotional code

Q13:

Is my fitness tracker covered by any warranty?

A:

Yes. Each tracker has a one-year warranty. Please keep the receipt issued by the participating
merchant outlet when you buy your fitness tracker (at a discount) to receive any warranty services. For
those who received the FREE Misfit fitness tracker, please keep the warranty card issued by the
supplier and to contact +63917 5754812 for any device-related inquiries / warranty services.

Q14:

If I lose my fitness tracker or it breaks, am I entitled to a replacement tracker?

A:

Manulife is not responsible for any lost, damaged or stolen fitness trackers. For enquiries relating to
fitness tracker warranties, please contact the manufacturer/ supplier.

Q15:

Can I wear my fitness tracker while swimming?

A:

Not all fitness trackers are swim proof. Please check the relevant product specifications before
selecting your preferred tracker. If you are a keen swimmer, a swim proof fitness tracker might be right
for you.

ACTIVITY DATA TRACKING AND ACTIVATION
Q16:
A:

How can I activate my ManulifeMOVE mobile app?
Activating the ManulifeMOVE mobile app is very simple; it just takes 3 steps:




Download the ManulifeMOVE mobile app
Enter your registered email address and date of birth
Set up your MOVE account by nominating your MOVE ID and password

Q17:

How can I measure my progress?

A:

You can keep track of the average number of steps you take each day by opening the dashboard within
the ManulifeMOVE mobile app. The dashboard displays your progress against the goals set for
reaching MOVE Reward Levels 1, 2 and 3 during the current membership year

Q18:

How is the average daily number of steps calculated and when does MOVE
start tracking my steps?

A:

Your average daily number of steps is calculated by totaling the number of steps recorded by your
fitness tracker since you activated ManulifeMOVE (up until the last time you synced the app), and
dividing that by the number of days since you activated ManulifeMOVE

Q19:

If I forget to wear my fitness tracker for a period of time, will the calculation exclude the days
when I didn't wear my tracker?

A:

If you do not wear your fitness tracker, MOVE will record 'zero' activity for that day the next time you
sync with the app. This 'zero' activity will be included in the calculation. We therefore encourage you to
wear your fitness tracker and sync with ManulifeMOVE regularly to keep on track for your goals

Q20:

Will any data recorded by my fitness tracker before I activate the ManulifeMOVE mobile app
count towards my goals?

A:

The ManulifeMOVE mobile app must be activated before activity data can be processed. During the
activation process, you will be required to agree and authorize your fitness tracker app to share activity
data with ManulifeMOVE. ManulifeMOVE can only accept and process data recorded by your fitness
tracker after the ManulifeMOVE mobile app has been activated

Q21:

If I already have a fitness tracker, can I activate the ManulifeMOVE mobile app immediately?

A:

Yes, you can activate the ManulifeMOVE mobile app using your existing fitness tracker, provided it is of
the same brand or model as those currently supported by ManulifeMOVE. Activity data will be counted
starting from the date you activate ManulifeMOVE

Q22:

How many fitness trackers can I link to ManulifeMOVE?

A:

Only one fitness tracker can be linked to each ManulifeMOVE membership at one time. However, you
can choose to link to a different brand of fitness tracker once each year

Q23:

Which models/brands of fitness tracker are supported by ManulifeMOVE?

A:

ManulifeMOVE currently supports all models of Fitbit and Misfit fitness trackers

Q24:

If I delete my ManulifeMOVE mobile app by accident, will I lose all the records of my progress?

A:

Don't worry, if you delete the app by accident, just reinstall and log in to your MOVE account. All your
progress will have been saved.

BENEFITS
Q25:

What benefits can I enjoy with ManulifeMOVE?

A:

As a member of ManulifeMOVE, or "Mover", you can enjoy premium discounts on eligible plans just by
maintaining an active lifestyle.

By averaging 5,000, 7,000 or 10,000 steps a day, you can qualify for different MOVE Reward Levels that entitle
you to discounted premiums on selected insurance plans from Manulife

MOVE Reward Level

No. of average daily steps
required
1
throughout tracking period

Premium discount

Level 1

5,000 – 6,999

5%

Level 2

7,000 – 9,999

7%

Level 3

10,000+

10%

2

1

Each tracking period runs until 60 days before the anniversary of your ManulifeMOVE membership. For details please refer to the
program brochure
2

The premium discount will apply to the next renewal premium due for eligible plans. Premium discounts will be automatically
applied to all eligible plans held by you as a ManulifeMOVE member by deducting from the renewal premium due for the next policy
anniversary that falls into the next membership year
Note: Details are subject to change from time to time. Please refer to www.Manulife.com.ph/MOVE for the latest update

Q26:

When will I know whether I am entitled to the premium discount?

A:

If you have qualified for one of the MOVE Reward Levels, you will receive a notification 60 days before
the end of each membership year

Q27:

When will I receive the premium discount?

A:

Premium discounts will be automatically applied to all eligible plans held by you as a ManulifeMOVE
member by deducting from the renewal premium due for the next policy anniversary that falls into the
next membership year. There are no forms to fill in and no fees. Discounts will be reflected in the
anniversary statement(s) of your eligible plans

Q28:

Are there any limitations on the number of eligible plans I can enjoy premium discounts on?

A:

There is no limitation on the number of eligible plans, so long as they are eligible plans under the
ManulifeMOVE program

Q29:

What happens to my premium discount if I terminate my MOVE membership?

A:

If you terminate your MOVE membership, all premium discounts will become invalid. Please note that
MOVE memberships cannot be reinstated once terminated. You may only re-apply for MOVE
membership when purchasing a new eligible plan

Q30:

How can I track my progress against my goals?

A:

With the ManulifeMOVE mobile app you can track your progress against set goals by viewing the Goal
Tracker within the app. Just tap "Track Your Progress" on the Dashboard when you open the app to
access the Goal Tracker screen. Your daily average number steps will be calculated up to the last time
you synced your tracker‣ Please note that the record shown in the Goal Tracker is for your reference
only and your final achievement will be the daily average steps throughout the entire tracking period,
and may differ from the value shown up to the last time you synced your data. You are reminded to
sync your activity record with the ManulifeMOVE mobile app as you approach the end of each tracking
period to ensure we can measure your achievement based on as much data as possible‣ Some
members may experience a short time lag between syncing their trackers and having their data display
in the ManulifeMOVE mobile app

Q31:

If I do not reach my goals, will I end up paying more for my insurance premium than if I had
opted for the same insurance plan(s) without joining ManulifeMOVE?

A:

Not at all, don't worry. ManulifeMOVE is a program designed to reward you for staying active and living
healthily, so by moving more you can earn discounts on premiums for eligible plans. Without the
premium discounts, the premium will be the same as if you purchased the same policy without joining
the ManulifeMOVE program

MANULIFEMOVE MOBILE APP
Q32:

What can I use the ManulifeMOVE mobile app for?

A:

With the ManulifeMOVE mobile app you can create a MOVE account and track your progress against
set goals to earn discounts on premiums for eligible plans. You can keep track various activities
depending on your choice of fitness tracker, including:
I. Steps: see how many steps you took in a single day, or week, or other a whole month
ii. Weight: monitor your weight over time
iii. Calories burned: calculate the calories burned along the time
iv. Sleep: keep track of your sleep cycle to ensure you're always fully charged
The ManulifeMOVE mobile app also offers MOVE tips, to help you move more, stay active and lead a
healthy lifestyle

Q33:

By when do I have to start using the ManulifeMOVE mobile app in order to earn
premium discounts?

A:

To earn premium discounts on any eligible plans you hold, you will need to activate the ManulifeMOVE
mobile app by creating a MOVE account within 125 days of your membership commencement date
(the date of issuance of your eligible plan). This will enable you to fulfill the minimum requirement of
having at least 180 days in the first tracking period‣
Please note that if the length of the tracking period during your first MOVE membership year is less
than 180 days, you will NOT be eligible for any premium discounts in the next membership year, even
if you reach the set goal for that tracking period

Q34:

How do I set up my fitness tracker?

A:

For detailed instructions on fitness tracker setup, please refer to the guides below:



Q35:

How to set up my Fitbit?: https://www.fitbit.com/setup
How to set up my Misfit?: http://misfit.com/support?locale=en

When I try to set up my Fitbit app, the app freezes/ looks like it’s loading forever.
How can I fix this?

A:

When linking your Fitbit tracker to your tracker app, you must adjust your mobile's clock to set
automatically, or the app may freeze during setup



For iPhone users, go to Settings > General > Date & Time and switch on "Set Automatically”
For Android users, go to Settings > Date & time and check "Automatic date & time”

Q36:

How can I transfer data from my fitness tracker to the ManulifeMOVE mobile app?

A:

Take a look at http://www.manulife.com.ph/Move-Mobile-App

Q37:

I just installed the ManulifeMOVE app and tried to start it, but all I saw was a green screen. Is it
installed properly?

A:

When using the ManulifeMOVE app for the first time, the app may take a few moments to verify your
mobile device and settings. In some cases this may take a few minutes, but the app is working, there's
no need to quit or try reinstalling
After you have set up your MOVE account and sync with your tracker app for the first time, you may
encounter a similar wait time. This is normal.

Q38:

I can’t see my most recently recorded data in MOVE, what could be the problem?

A:

After syncing your tracker with your tracker app, MOVE will be able to display your progress. If you're
having difficulty syncing with your tracker app or having synced, your data does not display in the
ManulifeMOVE mobile app, please try the following troubleshooting tips
a. Are you connected to the internet? Ensure you're connected in order for ManulifeMOVE to
receive data from your tracker app
b. Do you have Bluetooth enabled? Go to Settings and make sure Bluetooth is turned on
c. Are you running the latest version of the ManulifeMOVE mobile app? Please ensure you
download updates whenever notified to ensure the best performance from ManulifeMOVE
d. Are you using the latest operating system on your mobile? We advise you to keep your
mobile phone's operating system up to date to ensure the best performance from
ManulifeMOVE

Q39:

What should I do if my fitness tracker runs out of battery?

A:

For Fitbit users, a power cord is included with your Fitbit and charging is recommended every few days.
Charging takes approximately 1-2 hours
For Misfit users there's no need to charge your tracker, but you may need to replace the battery
periodically

INQUIRIES
Q40:

How can I contact Manulife if I have questions about ManulifeMOVE?

A:

Well, you've come to the right page, but if you can't find the answer you're looking for here, just call our
Customer Care hotline on 884 7000 via our toll-free number 1 800 1 888 6268 or contact us by email at
moveph@manulife.com

