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BACKGROUND 

Digital Bank clients need reassurance that their funds held in Quontic Bank are insured under the law. Banking 

clients can request to add a Payable on Death (POD) beneficiary to maximize the deposit insurance per account 

in any bank institution under the Federal Deposit Insurance Corporation (FDIC).  

Designating a beneficiary is a cost-free service that allows transferring all checking, saving, and certificate of 

deposit (CD), by filling out the Add Beneficiary Form. The completed form allows the bank to convert the 

account to a POD titled Account. The named beneficiary is not entitled to any money or information in the 

account while the account holder(s) is still alive. The beneficiary automatically becomes the account owner 

upon death, bypassing the account holder's estate and skipping probate entirely. 

PURPOSE 

This procedure outlines the Customer Success (CX) team's steps for adding beneficiaries to the customer's 

account. The procedure focuses on handling the Client’s request received directly through the online banking 

portal (OLB) or email. The CX team uses HubSpot to track and document the customer's beneficiary request. 

RESPONSIBILITIES  

Any member of the CX team in contact with a client’s beneficiary request is responsible for recording, acting 

upon, and communicating to the customer once their request is completed through the CX channels (i.e., email, 

online banking). A HubSpot ticket on the customer’s contact record captures the record, progress, and 

completion of the request.  

The CX team members are responsible for the following: 

• Report all beneficiary requests accurately using HubSpot tickets 

• Ensure the Client’s Horizon profile has been updated with the beneficiary 

• Prevent a complaint from the Client for not completing their request  

CX BUSINESS RULES:   

• Review the contact record in HubSpot to ensure a ticket has not already been created 

o Do not create another ticket for the same request; add to the current ticket 

o Create a new ticket if another ticket does not exist  

• Quontic Bank only requires the name of the beneficiary; the phone number is optional 
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• The client must specify which account they would like to add the beneficiary/ beneficiaries to 

• The beneficiary's profile must be in Horizon XE to be able to add as a beneficiary to the account 

o Must create a profile if an existing profile is not available 

• Quality assurance checks must be randomly completed for any customer request in any channel 

• The FDIC allows up to five beneficiaries per account. Refer to the Appendix section for FDIC FAQs 

PROCEDURE 

How to add an Individual as a Beneficiary: 

 STEPS IMAGE 

1.  

 

 

 

 

Locate the client’s request through the 

following CX channels: 

• Email 

• Add Beneficiary Request Form 

• OLB Secure Message 

A customer that calls in must submit their 

request in writing by one of the channels 

listed above  
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2.  

  

 

Locate the client’s Account in Horizon XE  

 

3.  Quality Assurance (QA):  

 

Email: Verify that the email address 

matches the Client’s contact profile on 

Horizon XE before completing their request 

If the email does NOT match, direct the 

client to complete the form through their 

online banking portal to update their email 

address 

 

Secure Message/ Add Beneficiary 

Request: No need to verify since the client 

sent their request through their online 

banking portal 
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4.  Verify Account Status is Active 

 

 

 

 

 

 

If the Account is Restricted, CX must 

address the restriction before moving 

forward with the beneficiary request 

 

 

 

5.  Follow these steps to access the Client’s 

Account: 

 

Click on Relationship Summary 

Click on Customer Accounts 
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6.  

 

 

 

 

Click on the Account the Client would like 

to add the beneficiary to 

 

7.  Follow the instructions to create the 

beneficiary's profile: 

1. Click on Account Relationship 

2. Click on Customer to Account 

3. Click on Indirect and Other Owners 

4. Click on Edit 

5. Click on the three-button menu 

                  

 

8.  Once you click on the three-button menu, 

this screen will populate 

 

Click on Add Indirect or Other Customer 
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9.  When you click on Add Indirect or Other 

Customer this screen will populate 

 

Next to Quick Search, type the 

beneficiary's Name  

 

 

Press Enter on your keyboard  

 

 

 

 

If you receive the following message, "Zero 

items were found for the search criteria 

supplied," this means the beneficiary does 

not have a profile on Horizon XE:  
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10.  Click on Add Customer 

 

 

Click on Personal 
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11.  You will be directed to fill the information 

in the beneficiary's profile 

 

1. Name (Autofill) 

2. Phone Number (Optional) 

• Leave blank if the Client does not 

provide  

 

Click on Finish to continue with the 

creation of the beneficiary's profile 

 

12.  

 

 

 

This screen will populate after you click on 

Finish 

 

Click on Override since we do not require 

the beneficiary's address 
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13.  The beneficiary's profile will automatically 

populate after you click on Override 

 

Click on the "X" next to the beneficiary's 

Name to close that profile. 

 

 

 

14.  You will be redirected back to the 

originating Client’s account profile 

Follow the instructions below to add the 

beneficiary to the Account: 

 

Click on the Three-button menu 

Click on Add Indirect or Other Customer  
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15.  

 

 

 

   

Next to Quick Search, type the 

Beneficiary's Name  

 

Press Enter on your keyboard  

 

Click and highlight the Beneficiary's Name 

Click on Select 

 

16.  The following screen will populate 

 

Select Payable on Death (Primary 

Beneficiary) as the Relationship Type 

Ensure the box next to ‘Include in Title’ is 

not checked/ marked 

 

Click on Save  

 

 

 

17.  If the client requests multiple individuals to 

be added to the Account as beneficiaries, 

repeat steps 8-16  

 

  



 

 

11 

© Copyright 2020 Quontic Bank. All rights reserved. 

18.  Once all beneficiary (s) have been added 

under Indirect and Other Owners 

Click on Customer and Account Controls  

Next to Number of Signatures Required, 

select "1"  

Click on Save 

 

 

  

 

 

19.  Verify that the beneficiary was successfully 

added to the Account by closing the entire 

profile and reopening the profile  
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How to add a Trust as a Beneficiary: 

 STEPS IMAGE 

1.  

 

 

 

 

Locate the client’s request through the 

following CX channels: 

• Email 

• Add Beneficiary Request Form 

• Secure Message 

A customer that calls in must submit their 

request in writing by one of the channels 

listed above  

 

 

2.  

  

 

Locate the Client’s Account in Horizon XE  
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3.  Quality Assurance (QA):  

 

Email: Verify that the email address 

matches the Client’s contact profile on 

Horizon XE before completing their request 

If the email does NOT match, direct the 

Client to complete the Add Beneficiary 

form through their online banking portal 

 

Secure Message/ Add Beneficiary 

Request: No need to verify since the Client 

sent their request through their online 

banking portal 

 

 

 

 

 

 

 

    

 

 

 

4.  Verify Account Status is Active 

 

 

 

If the Account is Restricted, CX must 

address the restriction before moving 

forward with the beneficiary request 
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5.  Follow these steps to access the Client’s 

Account: 

 

Click on Relationship Summary 

Click on Customer Accounts 

 

 

 

 

6.  

 

 

 

 

Click on the Account the Client would like 

to add the beneficiary to 

 

7.  Follow the instructions to create the 

beneficiary's profile: 

1. Click on Account Relationship 

2. Click on Customer to Account 

3. Click on Indirect and Other Owners 

4. Click on Edit 

5. Click on the Three-button menu   
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8.  Once you click on the Three-button menu, 

this screen will populate 

 

Click on Add Indirect or Other Customer 

 

 

 

9.  When you click on Add Indirect or Other 

Customer this screen will populate 

 

Next to Quick Search, type the 

beneficiary's Name  

 

 

Press Enter on your keyboard  

 

 

 

 

 

 

If you receive the following message, "Zero 

items were found for the search criteria 

supplied," this means the beneficiary does 

not have a profile on Horizon XE:  
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10. Click on Add Customer 

Click on Non-Personal 
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11. You will be directed to fill the information 

in the Trust beneficiary's profile 

The Name will autofill  

• Trust titles may not fit in one line; 

ensure you are capturing the entire 

beneficiary's Name as per the Client’s 

request 

• See the image on the right as a 

reference 

 

Legal Entity Type: Trust 

 

Phone Number (Optional) 

• Leave blank if the Client does not 

provide  

Click on Finish to continue with the 

creation of the beneficiary's profile 

 

12. 

 

This screen will populate after you click on 

Finish 

Click on Override since we do not require 

the beneficiary's address 
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13. The Trust Beneficiary's profile will 

automatically populate after you click on 

Override 

 

Click on the "X" next to the beneficiary's 

Name to close that profile. 

 

 

 

14. You will be redirected back to the 

originating Client’s account profile 

Follow the instructions below to add the 

beneficiary to the Account: 

 

Click on the Three-button menu 

Click on Add Indirect or Other Customer  
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15. 

 

 

 

 

 

 

 

 

   

Next to Quick Search, type the Trust 

Beneficiary's Name  

 

Press Enter on your keyboard  

 

Click and highlight the Beneficiary's Name 

Click on Select 

 

16. 

 

 

 

 

 

 

 

The following screen will populate 

Select Payable on Death (Primary 

Beneficiary) as the Relationship Type 

Unmark Include in Title 

 

Click on Save  
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17. 

 

 

 

 

 

 

Once all beneficiary (s) have been added 

under Indirect and Other Owners 

 

Click on Customer and Account Controls  

Next to Number of Signatures Required, 

select "1"  

 

Click on Save 

 

 

  

 

 

18. Verify that the beneficiary was successfully 

added to the Account by closing the entire 

profile and reopening the profile  
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HubSpot Ticket Creation  

 STEPS IMAGE 

1.  Click on Contacts  

Search the Clients name 

Click on the Client’s Name 

Verify that the client HubSpot profile for 

existing tickets 

If the Client does NOT have a ticket for the 

same request, follow these steps to create a 

ticket: 

Click on +Add next to Tickets 

Skip step #2 if a contact is in Hubspot 
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2.  If the Client does NOT have a HubSpot contact 

profile, follow these instructions to create a 

ticket: 

Click on Service  

Click on Tickets 

Change the Pipeline to the corresponding 

request: 

Email: Automatically populate a ticket under 

CX General  

OLB Secure Message/Add Beneficiary 

Form: Create the ticket under CX OLB 

Messages  

Click on Create Ticket on the right side of the 

page 
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3.  Ticket Name:  

• OLB – Add Beneficiary- [Client’s 

Name] 

• IB Call – Add Beneficiary - [Client’s 

Name] 

• Email – Add Beneficiary – [Client’s 

Name] 

Pipeline: CX OLB Messages or CX General  

 

Ticket Status:  

OLB New  

 

Ticket Descriptions: Add Beneficiary Request 

Product: Select which product customer has 

with Quontic 

Ticket Owner: Agent's Name (Auto-Populate) 

Source:  

OLB Messages 

IB Call – Select Phone 

Email 

Create Date: Auto-populates 

Full Name: Auto-populates (if a contact exists) 

Email: Auto-populates (if a contact exists)  

Priority: Low 

 

Click on Create  
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4.  Once the ticket is created, please update the 

following  

Department-Quontic – Customer Success  

OLB requests only: 

Under OLB Ticket Props  

• Web Admin – OLB Original Submit 

Date - Select the date Add Beneficiary 

request was requested  

• Web Admin – OLB Reference Number: 

Enter the Add Beneficiary request 

reference number 

Contact Reason – Beneficiary or Joint Signer/ 

Add Beneficiary  

Change the Ticket Status –  

If Client has a HubSpot Profile: Select OLB 

Closed  

 

If the Client does NOT have a HubSpot 

Profile: Select OLB New Customer not in 

HubSpot or New Customer not in HubSpot, 

depending on the pipeline 
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5.  Include a screenshot of the Client’s horizon 

profile in the HubSpot ticket for tracking 

purposes 

 

OLB secure message/ Add Beneficiary 

Confirmation Form – include a screenshot of 

the Client’s online banking request for tracking 

purposes in a Note on the ticket 

 

 

 

EMAIL TEMPLATES 

Email/Secure Message Template  

Dear FIRST NAME LAST NAME, 

 

Thank you for contacting Quontic Bank. To access the Add Beneficiary Form, log into your online banking 

portal (website) and follow these instructions:  

 

1. Click on Self-Service 

2. Click on Secure Messaging  

3. Click on Service Requests 

3. Click on Add Beneficiary  

4. Select the account/s  

5. List the following information in the text box:  

• Beneficiary name(s) 

• Beneficiary phone number(s) (Optional) 

 

Thank you for choosing Quontic! 

 

Best regards, 

Ticket Owner 
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Add Beneficiary Completed Template 

Dear FIRST NAME LAST NAME, 

 

We have completed your request to add the following Name (s) 

1. Name 

2. Name 

 

 To the following account(s): 

1. last four digits xxxx  

2. last four digits xxxx  

 

If this is not correct, please let us know right away. 

 

Thank you for choosing Quontic Bank! 

 

IB Call Add Beneficiary Request Confirmation Template 

Dear FIRST NAME LAST NAME, 

 

It was a pleasure speaking with you today. Please confirm that you would like us to add the following Name (s) 

to account number(s) with the last four digits of xxxx. 

 

Beneficiary name(s): 

1. Name 

2. Name 

 

Once we receive confirmation, we will complete your request. 

 

Thank you for choosing Quontic Bank! 

 

CONTROLS 

The Quality Assurance program will randomly review all CX work to include Add Beneficiary. 

REPORTS 

The Quality Assurance reports will include contact types to include Add Beneficiary. 

APPENDIX 

FDIC FAQs 

Deposit insurance is one of the significant benefits of having an account at an FDIC-insured bank—it's how the 

FDIC protects your money in the unlikely event of a bank failure. The standard insurance amount is $250,000 

per depositor, per insured bank, for each account ownership category. And you don't have to purchase deposit 

insurance. You are automatically covered if you open a deposit account in an FDIC-insured bank. 

 

Q: What is the FDIC? 
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A: The FDIC is an independent agency of the United States government that protects bank depositors against 

the loss of their insured deposits if an FDIC-insured bank or savings association fails. FDIC insurance is backed 

by the full faith and credit of the United States government. 

 

Q: Can I have more than $250,000 deposit insurance coverage at one FDIC-insured bank? 

 

A: Yes. The FDIC insures deposits according to the ownership category in which the funds are insured and how 

the accounts are titled. The standard deposit insurance coverage limit is $250,000 per depositor, per FDIC-

insured bank, and per ownership category. 

 

The amount of FDIC insurance coverage you may be entitled to depends on the FDIC ownership category. This 

generally means the way you hold your funds at the bank. Below are examples of some FDIC ownership 

categories: 

Single accounts 

Joint accounts 

certain retirement accounts (N/A in Quontic) 

Employee benefit plan accounts (N/A in Quontic) 

Trust accounts (N/A in Quontic) 

Business accounts (N/A in Quontic) 

Government accounts. (N/A in Quontic) 

 

Q: Can I have more than $250,000 deposit insurance coverage at one FDIC-insured bank? 

 

A: Yes. The FDIC insures deposits according to the ownership category in which the funds are insured and how 

the accounts are titled. The standard deposit insurance coverage limit is $250,000 per depositor, per FDIC-

insured bank, and per ownership category. 

 

Deposits held in different ownership categories are separately insured, up to at least $250,000, even if held at 

the same bank. For example, a revocable trust account (including living and informal revocable trusts 

commonly referred to as payable on death (POD) accounts) with one owner naming three unique beneficiaries 

can be insured for up to $750,000. See "Revocable and Irrevocable Trust Accounts" for more information about 

how deposit insurance is calculated for these accounts. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

https://www.fdic.gov/resources/deposit-insurance/trust-accounts/index.html
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FDIC Ownership Categories: 

Ownership Categories Explanation 

 

 

 

Single Accounts is when there 

is no beneficiary or joint 

owner/signer on the account 

 

 

 

 

A joint account is when there is 

more than one owner/signer on 

the account 

 

 

 

An informal Revocable Trust 

Account is when the Account is 

titled as In Trust For (ITF) or 

Payable on Death (POD)  
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Under FDIC, these are the 

maximum deposit insurance 

coverage per beneficiaries  

 

 

 

RESOURCES 

 https://www.fdic.gov/resources/deposit-insurance/ 

 https://www.fdic.gov/resources/deposit-insurance/financial-products-insured/ 

https://edie.fdic.gov/calculator.html 

 

 

 

 

https://www.fdic.gov/resources/deposit-insurance/
https://www.fdic.gov/resources/deposit-insurance/financial-products-insured/
https://edie.fdic.gov/calculator.html

