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Life Lens
Troubleshooting Guide

Occasionally, your customer may require additional support while completing their scan with  
Life Lens. This troubleshooting guide is designed to help you provide effective assistance at every 
stage of the scan journey. You’ll find step-by-step guidance and practical tips to address common 
issues, ensuring a smooth and positive experience for both you and your customer.

The scan journey will take the customer a few short minutes 

The steps are: 

1.	 Customer receives an SMS with a link to the scanning tool 

2.	 Customer clicks on link and enters their email address (this must be the same email address as you registered for the scan)

3.	 Customer receives a validation code 

4.	 Customer enters validation code to complete their login 

5.	 Customer reads the disclaimer and agrees to be scanned 

6.	 Customer enters their height and weight 

7.	 Customer is provided with guidelines for completing the scan 

8.	 Customer Scans their face (this takes one minute)

	› 	Customer receives results: a brief version in the app and a full version with explanations via email.

Setting your customer up for success

For the most reliable scan results your customer must:

	› Pick a spot with good lighting. A great option is to sit with a wall behind you and a lamp directly in front of you.

	› Try to avoid direct sunlight, shadows and reflections on your face and camera lens.

	› Sit back and relax. Find somewhere comfortable to sit, the scan takes around 60 seconds.

	› Clean your front camera lens.

	› Please remove anything obscuring your face. You can keep your glasses on if you require these for reading (not tinted lenses or 

sunglasses).

	› Phone must be in portrait mode.

Things to note: 

	› From the Disclaimer screen, the ‘Exit Scan’ link will be available at the bottom of the screen

	› On all screens, the customer needs to complete the required action for the Next button to become enabled
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Step Screenshot

Customer receives Registration 

SMS/email

The first URL is for Life Lens 

	› This link is valid for one hour and can be selected once. 

	› If the customer doesn’t select it within that time frame or selects it more than once, the 

customer will see the following error, and they will need to contact you for a new link.  

The second URL is important for information related to the scan. 

	› If the customer chooses to receive their registration via email, then they receive a copy of 

this in the email. 

	› If you want to send the customer the email as well as the SMS for registration, you can. You 

will just need to remind them that they must access the link from their email. If they try on 

their laptop, they will see the following:
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Step Screenshot

Customer selects the URL and 

enters their email address

Screen behaviour

	› As the customer starts typing their email address, a warning will display “please enter a valid 

address” and this will display until they have typed in a full stop and an “@”

	› If they see the error “Please try again or contact your Adviser” – then they have either 

entered their email address incorrectly on this screen, or it was entered incorrectly on the 

registration screen.

Example of SMS/email  

customer receives
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Step Screenshot

Customer receives and enters 

validation code

Screen behaviour

If the customer enters the wrong code or takes too long to enter the code, they just need to 

follow the on-screen instructions:

	› “Sorry, the code you’ve entered is incorrect. Please try again or select Resend Code, to get a 

new one.”

	› “Sorry, your code has expired. Please select ‘Resend Code’, to get a new one.”

	› “You’ve reached the maximum number of code attempts. Please contact your Adviser to 

unlock your account.”

If they see anything else, they should contact you and you can send them a link. 
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Step Screenshot

Customer provides their consent
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Step Screenshot

Customer enters their  

height and weight

Screen behaviour

	› As the customer starts entering their weight, a warning will display “Please enter a valid 

height, between 119cm & 241cm and a valid weight, between 40kg and 200kg” and this 

displays until they have entered a valid weight
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Step Screenshot

Customer reads the  

scan instructions
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Step Screenshot

Customer completes their scan

Screen behaviour

The customer may need to scroll to find the Start button, depending on the size of their phone. 

While they are scanning, they need to keep still and keep their face within the green circle (as per 

the screen shot below). 

The system will prompt them, ideally they will only see the “Keep holding still…” message for the 

duration, but the other messages they might see are

	› Face not detected

	› Please keep your head straight

	› Please improve the lighting

They just need to follow these prompts to complete a successful scan. 
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Step Screenshot

Example of what customers see 

while scanning successfully
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Step Screenshot

Example of what customers see if 

scan doesn’t work

Customer receives confirmation 

the scan is complete
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Step Screenshot

Customer views their results 

 on screen
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Step Screenshot

Customer receives their  

results email
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Step Screenshot

Adviser receives an email 

informing them the customer has 

completed the face scan

When the customer selects ‘Exit 

Scan’ these are the screen shots 

they will see
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Biometric Customer Screen

Once you have completed the quote for your customer and selected the Register for Scan button the following screen displays.

This registration screen will only show the record/s for the customer/s involved in the quote.

If your customer wants to opt out at this point, just select Opt Out, Confirm and Submit. 

You can refresh the screen to see the status or wait for the email and then refresh to see the question set.
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Options Description/Action 

These options display post registration and prior to completing the scan.

Update Allows you to update the email address and/or phone number, choose the notification method 

and select Ok for the link to be resent.

The following confirmation screen displays, remember to select Ok on this as well

Resend URL Select Resend URL and the following confirmation screen displays

Opt Out Select Opt Out and the following confirmation screen displays

Opt In Select Opt In and the customer registration screen displays. Check the details are ok, confirm 

and select Submit.

These values display, once the customer has completed their scan

Launch eApp Selecting the Launch eApp link, will open eApp for this customer record

Resend Results Select the Resend Results link and the following confirmation screen displays
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What happens if a scan doesn’t complete?

In the rare occurrence a scan on a compatible smartphone produces an error and doesn’t complete, your customer will still be eligible 

for any incentives linked to the scan. Please email your BPM or the New Business team to let us know, so we can apply any incentive.  

The customer will need to exit out of the scan. You will need to navigate to the “Scan Customer Status” screen and select “Opt Out”  

from the links on the right side of the screen. 

A confirmation banner displays at the top of the screen.

The question set will then be updated to “Traditional and you can select “Launch eApp” from the links on the right side of the screen.


