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Online Banking Frequently Asked Questions

How DO I LOG IN TO THE NEW ONLINE BANKING?

The login link on the homepage of Bank of the San Juans website (www.banksanjuans.com) will auto-
matically direct you to the updated online banking site. You will need to update any shortcuts you creat-
ed, however.

WILL MY USERNAME AND PASSWORD REMAIN THE SAME?

Yes. Your username and password will remain the same.

WHAT IF [ CAN'T REMEMBER BY CURRENT USERNAME AND PASSWORD?

For security reasons the “forgot password” function will not work for your first log in to the upgraded
online banking site. You will need to call Bank of the San Juans customer care at 1-866-618-2675 to
have your credentials reset.

WHAT IS TWO-FACTOR AUTHENTICATION (2FA)?

Two-factor authentication is a security feature that helps safeguard your account by asking you to pro-
vide an additional proof of identity when logging in. You will have the option of receiving a text or
phone call or using an authentication application. Each time you log in you'll receive a verification code
via the method you select.

Is 2ZFA REQUIRED EACH TIME I LOG IN?

If you are logging in via a secure computer, you have the option to select “Don’t use codes again while
using this browser” after entering the verification code. This option should never be used on a shared or
public computer.

WHAT BROWSERS ARE SUPPORTED IN ONLINE BANKING?

Online banking can be accessed using Google Chrome, Microsoft Edge, Firefox, or Apple Safari (Mac on-
ly). For security reasons you should make sure you are running the most recent version of the browser
and keep up with future updates as older versions may stop working. Older browsers such as Internet
Explorer are not supported.

WILL [ NEED TO RESET MY ALERTS?

Yes. We recommend taking a screen shot of your current alerts so you can easily replicate them.
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WILL | HAVE ACCESS TO MY TRANSACTION HISTORY?

Yes, you will have access to your transaction history. The application adds past transactions daily until
there are 18 months of history available. Please note that you need to log in to online banking at least
once every 90 days to keep transaction history current.

WILL MY CURRENT AUTOMATIC BILL PAYMENTS BE PROCESSED WITHOUT INTERRUPTION?

Yes, your currently scheduled payments will be processed as normal. Existing payees, future-dated pay-
ments, and recurring payments will transition to the new system automatically.

WILL SCHEDULED OR RECURRING TRANSFERS BE PROCESSED WITHOUT INTERRUPTION?

Yes, all scheduled and recurring transfers between your Bank of the San Juans accounts will continue.
You will also be able to manage transfers directly through the mobile application by selecting “more op-
tions” from the transfer screen.

DO [ NEED TO RE-ENROLL FOR ESTATEMENTS?

No, your eStatement preferences will carry over so re-enrollment is not necessary. If you have not en-
rolled for eStatements and would like to simply select “Documents” in any account to get started.

WHERE DO | FIND A COPY OF MY STATEMENTS WITH IMAGES?

Click on the “Documents” area from the main dashboard. If you have not enrolled in eStatements you
will be prompted to do so to see copies of statements with images.

[ CANNOT SEE ALL MY ACCOUNTS IN THE DASHBOARD; WHAT DO [ DO?

If you do not see all your accounts swipe right in the browser. If that does not work, please refresh the
page. You may also need to log out and log in again. If the issue persists, please call Customer Care at 1-
866-618-2675

How DO I LOG OUT OF ONLINE BANKING?

Click on your name in the bottom left corner of the screen and select “Sign Out”.
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Mobile Banking Frequently Asked Questions

How DO | GET THE MOBILE APPLICATION FOR IPHONE?

iPhone users must first delete the existing mobile application. Then go to the Apple AppStore and
search Bank of the San Juans. Download the new app. Your current username and password will remain
the same.

How DO | GET THE MOBILE APPLICATION FOR ANDROID?

Android users must first delete the existing mobile application. Then go to the Google Play store and
search Bank of the San Juans. Download the new app. Your current username and password will remain
the same.

WILL [ NEED TO DELETE THE MOBILE APP EACH TIME THERE IS AN UPDATE IN THE FUTURE?

No, you will be prompted to update to new versions as they become available in the future.

[ USE BIOMETRICS (FACE ID, THUMBPRINT) TO LOG IN TO THE MOBILE APP. WILL I STILL BE
ABLE TO DO SO?

When first logging into the upgraded mobile app you will need to use your username and password.
Once you have logged in you can reactivate biometrics. If you cannot remember your username or pass-
word, please call Customer Care at 1-866-618-2675.

How DO I KNOW IF MY MOBILE DEVICE IS COMPATIBLE WITH MOBILE BANKING?

Mobile banking supports iPhone and iPad devices running iOS 16 or newer, and Android devices run-
ning version 8.0 or newer. It is recommended you keep your mobile device current with the latest oper-
ating system for the best performance and security.

Do [ NEED TO RE-ENROLL IN MOBILE CHECK DEPOSIT?

No. You will continue to have access to mobile check deposit through the updated mobile app.

How DO | ENROLL IN MOBILE CHECK DEPOSIT?

In the mobile app select “Deposit Checks” and enroll. Once done mobile check deposit will be available.

How DO [ LOG OUT OF THE MOBILE BANKING APP?

Open the main menu on the screen’s left side. Click on your name at the bottom and select “Sign Out.”
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