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1. Introduction 
The member portal is where members can log in and view policy details, benefits, 

submit claims, and check the claim statuses for themselves and their dependents. 

The member portal consists of a top menu bar, language selection, and a dashboard 

for the members. 

 

1. Logo – return to home page/ dashboard 

2. Top Menu Bar – support the selection of different features, including the options 

such as My Policies, Claims, My Account, Find A Doctor, and Log Out 

3. Dashboard – view effective policy, medical card, statuses of claims, download 

claim forms and commonly used shortcuts 

4. Language selection– support English and Chinese 

 

 

  



 

 

4  
 

2. Login 

2.1. Welcome Email 

This is a sample email for reference. 

Members are invited to the member portal automatically after the policy is issued. They 

will receive an email immediately to set up a new password on the member portal. 

Member Portal URL: https://member.eb.ctflife.com.hk/, this will be shared in the welcome 

email too. 

https://member.eb.ctflife.com.hk/


 

 

5  
 

2.2. First-Time Login 

When members log in to the member portal for the first time, they need to create a 

username for future logins and reset their password. Additionally, they must 

acknowledge the Personal Information Collection Statement (“PICS”) and Personal 

Information Protection Law (“PIPL”) statements to successfully complete the login 

process. 

First, please enter your User ID and initial password received from the welcome email on 

the login page. 

⚫ User ID: your email address.  

⚫ Password: A default password based on your Date of Birth in DDMMYYYY format  

Then, press the ”Login” button. 
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After successful login, please follow the below steps to setup your account: 

Step 1: Set your new username 

 

Step 2: Set your new password 
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The valid password requires: 

⚫ Minimum 8 characters 

⚫ At least 1 lowercase character 

⚫ At least 1 uppercase character 

⚫ At least 1 digit/ number 

⚫ At least 1 special character/ symbol (e.g.! @#$%^&) 

Step 3: Agree to Personal Information Collection Statement (“PICS”) 

To proceed with the next step, you need to scroll down and read all the PICS content 

provided on the page. This ensures that you have reviewed all the necessary 

information. Once you have read through everything, you can click the "NEXT STEP" 

button to continue with the process..
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Step 4: Agree to the PIPL Statement 

Please read the contents of the Personal Information Protection Law carefully. After 

reading, please tick the box in the 'Insured' column. If you have child dependent, please 

tick the box in the ‘Parent or legal guardian of the Minor' column for them and click the 

‘Submit Claim’ button to agree and complete the claim submission. 

. t 
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2.3. Forget Password 

If you forget your password, you can reset it by following the steps below.  

Step 1: Go to the login page and click on “Forgot Password” 

 

Step 2: Enter your email address and click Confirm 

 

Step 3: You will see the confirmation window 

 

  



 

 

10  
 

Step 4: Open the received email and click “RESET YOUR PASSWORD” button 

 

Step 5: Enter and confirm your new password 

 

Step 6: Login with your new password after seeing the confirmation window  
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3. Dashboard 

On the member portal, the first thing a member would see is the policy that is currently 

effective and his/her own electronic medical card. Members can switch the view to a 

dependent so that the dependent’s medical card and effective policy (if any) will be 

shown. 

 

3.1. Electronic Medical Card 

The medical card can also be accessed from the Policy Coverage Details Page by 

following the steps below. 

Step 1: Click on “My Policies” button on the top menu 

 

Step 2: Click on ” View Coverage” button of the relevant policy 
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Step 3: Click on “View Medical Card” button on the Policy Coverage Page 

 

Step 4: The medical card pop up should appear  
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The medical card can be viewed for dependents here by switching the member view. 

3.2. Service Support Information 

Service support information is available on the member portal Dashboard. 

 

4. Policy Inquiry 

4.1. Check Your Policies 

In the member portal, you will be able to check your policy coverage by following the 

steps below. 

Step 1: Click on “MY POLICIES” button on the top menu 

 

 

Step 2: Click on “View Coverage” button 
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Step 3: Review your policy coverage 
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4.2. Know Your Policy Coverage 

The following sections support on Policy Coverage page. 

1. Policy Details – view effective policy date and insured members details 

2. No. of Usage Left–view remaining benefits left in the policy year 

3. Schedule of Benefits –view the schedule of benefits table of the employee 

4. Schedule of Benefits (Dependent) – view the schedule of benefits table of the 

dependent 

5. Medical Card – view the medical card of the insured members 

 

Check remaining benefits 

Member can check remaining balance for all the benefits with Visit per year or Amount 

per year limit on the remaining balance section for his/herself and his/her dependents 

inside the policy details. 
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5. Submit Claim 

5.1. Claim form submission 

 

There are 2 ways to submit a claim: 

1. Click on “MAKE A CLAIM” button to submit a claim online  

2. Download the claim form then fill it in and send the paper form to designated address  

 

There are 2 claim forms available on the platform, Inpatient and Outpatient claim forms. 

Members will be able to choose who and which policy they are making this claim for and 

choose a claim type so that the appropriate questions appear on the form. Submitting 

an e-claim through the portal requires the member to fill in much less information than 

a paper form. 
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Outpatient and Inpatient e-Form 

There are two types of claim forms: inpatient and outpatient, each with its own 

submission requirements.  

  

Step 1: Select the insured person 

Select whether you or your dependent is the insured individual for the claim. 
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Step 2: Select if you want to submit an inpatient or outpatient form 

You can select between inpatient or outpatient claim. 

 

Step 3: Select the policy 

Select the relevant policy for the claim. 

 

Step 4: Fill in all the mandatory fields 

All mandatory fields should be filled out to provide our claim team with the necessary 

information for the reimbursement. 
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Step 5: Upload all the mandatory documents 

All mandatory documents will be marked by the star symbol “*”, you will not be able to 

submit the form if you have not uploaded all the necessary documents. 
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Steps 6: Agree to Personal Information Collection Statement (“PICS”) 

On click of ‘Next’ on the above screen, members will be presented with PICS statement. 

Click “Next Step” to acknowledge the claim PICS. 
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Step 7: Agree to the PIPL Statement 

Please read the contents of the Personal Information Protection Law carefully. After 

reading, please tick the box in the 'Insured' column. If you have child dependent, please 

tick the box in the ‘Parent or legal guardian of the Minor' column for them and click the 

‘Submit Claim’ button to agree and complete the claim submission. 
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Download Forms 

You can download the manual forms by clicking “DOWNLOAD FORMS” button on the 

claim listing page or the dashboard page. 

 

The download forms button on the claim listing page. 

 

The download forms button on the dashboard page. 
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5.2. Track Your Claim Status 

After submission of the e-claim form, the claim records will be available on the member 

portal. The statuses on the member portal are labelled differently. The statuses that will 

be displayed are the following: 

1. Pending: The claim has been received by the system and under processing. 

2. Shortfall: A shortfall has been charged to the member, as the member is not 

eligible for the claim amount due to the member not being eligible for the 

selected benefit. 

3. Rejected: Claims are rejected by the claim team. The reason for rejection is 

viewable in the claim details. 

4. Approved: The claim has been approved, and it will be sent for payment. 

5. Paid: Claim amount is settled with the member. Members should receive the 

payment soon through their preferred payment method. Payment amount and 

reimbursement details are visible inside claim details. 

You can track your claim status on the claim listing page or on the claim detail page.  

 

The claims listing page. 
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The claim detail page.  
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5.3. View All Claim Records 

Members can access all claim records, including those for dependents and panel 

claims.  
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Search Claim Records 

Members can search for their claims by claim ID and status. 

 

To search for your claims, follow these steps: 

Step 1: Go to MY CLAIMS page and open the claim status filter 
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Step 2: If you know the relevant Claim ID you can also input it in the search bar 

 

Step 3: Click on “Search” button 
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Step 4: Select the relevant Claim card 

 

Step 5: Review the claim status and other details on the claim detail page 
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6. Find A Doctor 

We have prepared you a list of network doctors. Depending on your benefits, you can 

check clinic, hospital, outpatient, inpatient and day case endoscopy service (if 

applicable to your policy) by clicking on Network Doctor on Main Menu You can 

search/filter by any of the following(s). 

 

There are 2 ways to reach the find a doctor page. 

1. Click on “Find A Doctor” button on top menu bar 

 

 

2. Click on “Find Doctor” button on dashboard 

 
 

The search function could be based on district, nature or specialty filter, or members 

can enter a doctor’s name or clinic name to search. 
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Step 1: Search by District 

 
 

Step 2: Search by Nature and Specialty 

 

Step 3: Search by Doctor or Clinic Name 
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Step 4: Type in your key words to search for the relevant doctor or clinic  
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Step 5: Check doctor or clinic location and contact information 

You could check their locations and contact info by selecting the clinic’s name. The 

addresses are clickable, and it would open a google map. 
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7. My Account 

You can view your details from ‘My Account’ page, this can be accessed in 2 ways: 

1. Top Header menu 

2. Upper right corner profile icon 

 

7.1. Change Username 

You can view your personal details on this page and change your username. 
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Follow the steps below to change your username: 

Step 1: Click “Change username” button 

 

Step 2: Click "Set username” 

 

Step 3: You will see a pop up that your username has been updated successfully 
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7.2. Change Password 

As a member, you could change your password directly on the member portal.  

Follow these steps to change your password: 

Step 1: Go to MY ACCOUNT page 

 

Step 2: Scroll down and click on “Change Password” button 

 

A valid password must consist of: 

⚫ Minimum 8 characters 

⚫ At least 1 lowercase character 

⚫ At least 1 uppercase character 

⚫ At least 1 digit/ number 

⚫ At least 1 special character/ symbol (e.g.! @#$%^&) 
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8. Log Out 

Login page will be seen once you have successfully logged out from the member 

portal by clicking on the “LOG OUT” button from the top menu bar. 

  


