® standard
\ chartered

Straight2Bank mobile app

I Self-service troubleshooting user guide

Straight2Bank

Making banking simple, 24,7

.

R

3 a
.
k ~

S =

s

R\
LY



PUBLIC

Contents

Unable to register on the Straight2Bank MOl QP ...ttt see s sase s saseane
Unable to register using AN ACEIVALION COUE ...ttt s e ta e eane
Digital token / QR scan login issues (Straight2Bank Web via mobile Qpp) ... sessessssessesssessseenes
Log in using mobile app one-time PASSWOIA (OTP) ... seisesssesesess st sessssssssessse s s sasessssssssesssesans
APPIICALION TS TOCKEA ..ottt s e ettt seeen
Account suspended or [0CKed AL FEGISEIALION ...ttt seseae e sese et sese s eae et sasees
Use biometrics FOr ogin aNd GPPRIOVAIS. ...ttt cs st e
CONEACE CSG SUPPOITE cerieiiriieereeireieeteiseeesessseie s eseesse st ss st ss s ss e s es st 1 e bbbt es s 1

IS IO ettt ettt e et s e s et et et eseas e s st eseseaeas st et et eseasasasataseseseaeasasateseseseasasasasasesessasaeasseseseseasasasasasenenas



Unable to register on the Straight2Bank mobile app

Try these steps

Step 1: Find your Group ID and User ID in your onboarding communication or ask your Straight2Bank
administrator.

Step 2: Check for extra spaces, incorrect capitalisation, or similar-looking characters, such as O and O, or 1,

“-n

| (uppercase letter “i) and | (lowercase letter “L").
Step 3: Enter the Group ID and User ID in the correct fields.

Step 4: Check that both IDs match the details issued to you. Registration will fail if the User ID is linked to a
different Group ID.

Step 5: If several users are assigned to the same group, enter your User ID, not your email address.

If the issue continues, contact your country CSG.
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Unable to register using an activation code

Try these steps

Step 1: Check that your User ID and Group ID are correct. If either ID is incorrect, you will not receive an
activation code by email.

Step 2: On the registration screen, enter the Group ID and User ID in the correct fields before requesting an
activation code.

Step 3: Check your inbox, junk or spam folders for the most recent activation code.

Step 4: Select Activation Code as your registration method, rather than Password or Physical Token.

Registration

Choose preferred method

Activation Code

! . ey In code sont 10 your regsiered

amal

Phiysical Token
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Step 5: If the code has expired or did not arrive, tap the Resend option in the app. Do not enter an earlier code.

Scan QR Code

This QR was Sant to your registered emal successtully Key in your Activation Code ©

Didnt get Activation Cﬂde This coda was sent to your registared emal
successfully

Didnt get Activation Co:e

Step 6: Enter the new code exactly as received, without extra spaces, before it expires. Alternatively, scan the
QR code included in the same emaiil.

Step 7: If an error appears after the activation code is validated, contact CSG.
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Digital token / QR scan login issues (Straight2Bank Web
via mobile app)

What this looks like:

You cannot log in to Straight2Bank Web using your digital token or by scanning a QR code with your
Straight2Bank mobile app.

Try these steps

Step 1: Confirm that your Straight2Bank mobile app is registered and active. You must complete mobile app
registration before using digital token or QR code login on the web. Once fully registered, the digital token
option will be displayed on the pre-login screen of your mobile app.

Step 2: Complete registration by tapping Proceed to login and logging in to the app. If you had previously
skipped this step, launch the app, tap Login and then select Logout from the Home screen to finalise the
registration. Once completed, the digital token option will appear on the pre-login screen of your mobile app.

Straight2Bank

You have registered your

account successfully




Step 3: On the Straight2Bank Web login screen, select the Mobile app tab. Do not select Password or Physicall
Token.

Welcome to Straight2Bank

Step 4: In the Straight2Bank mobile app, tap Digital Token and scan the QR code shown on the web login
screen.

Step 5: On the Digital Token screen, check that the correct User ID and Group ID are selected. To change
them, use the drop-down menu on the Digital Token or pre-login screen.
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Log in using mobile app one-time password (OTP)

Step 1: Check that the same User ID and Group ID appear in the app and the web login screen.

Step 2: Enter the OTP on the mobile app OTP screen. Do not enter it on the Physical Token screen.

Welcome to Straight2Bank

Application is locked

Step 1: Reset your PIN by answering your security questions.

Step 2: If you cannot remember the answers to your security questions, uninstall and reinstall the app, then
register again.

Account suspended or locked at registration

What this looks like:

You receive an email stating that your account is suspended or locked.

You cannot reactivate a suspended or locked profile through self-service. Contact Client Services to review
and unlock your profile.
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Use biometrics for login and approvals

Step 1: During first-time registration, tap Proceed to login, then choose whether to use biometrics for login,

approval or both.

Step 2: To change your biometric settings any time after logging in, open the menu in the top-left corner and

select Biometric Preferences.

Choose your biometric settings

Login
Log n quickly and securely with your
biometrics

Approval

Approve quickly and securaly with your
biometrics

Sotup Later

0 Do not show me this again

11:54

Menu

Massage Cantre
nbox °%

Push Notifications

Manage

Manage iDs

Change PIN

| siometric Preferences |

Profile name

Trade Track-It

Track

Support
FAQ and Help
Contact Us

Cookle prefarence

App Information
Lagal Notice

Security Center
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Contact CSG Support

If the issue continues, or you cannot see the expected features after logging in, contact CSG Support and
provide:

* Your Group ID and User ID
+ A description of the issue and the exact error message shown
* The approximate date and time the issue occurred

* Your device type, OS version and Straight2Bank mobile app version

On the registration or pre-login screen, tap How can we help you? Then tap Contact Us to obtain the contact
details for CSG Support in your country.

How can we help you?

Straight2Bank

Moking complex waork feel simple
How do | register?

Register youraccount

Minimum system requirements
Straight2Bank User guides
Tarms and Conditions

Privacy Policy
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Disclaimer

This material has been prepared by one or more members of SC Group, where "SC Group" refers to
Standard Chartered Bank and each of its holding companies, subsidiaries, related corporations,
affiliates, representative and branch offices in any jurisdiction, and their respective directors,
officers, employees and/or any persons connected with them. Standard Chartered Bank is
authorised by the United Kingdom's Prudential Regulation Authority and regulated by the United
Kingdom's Financial Conduct Authority and Prudential Regulation Authority.

This material has been produced for reference and information purposes only, is not independent
research material, and does not constitute an invitation, recommendation or offer to subscribe for or
purchase any of the products or services mentioned or to enter into any transaction.

Some of the information herein may have been obtained from public sources and while SC Group
believes such information to be reliable, SC Group has not independently verified the information.
Information contained herein is subject to change at any time without notice. Any opinions or views
of third parties expressed in this material are those of the third parties identified, and not of SC
Group. While all reasonable care has been taken in preparing this material, SC Group makes no
representation or warranty as to its accuracy or completeness, and no responsibility or liability is
accepted for any errors of fact, omission or for any opinion expressed herein. The members of SC
Group may not have the necessary licenses to provide services or offer products in all countries,
and/or such provision of services or offer of products may be subject to the regulatory requirements
of each jurisdiction. This material has not been prepared with regard to the specific objectives,
situation or particular needs of any particular person, and is not meant to be comprehensive. SC
Group does not provide any information technology, accounting, legal, regulatory, tax or investment
advice and this material should not be relied on as such. Any comments on information technology,
accounting, legal, regulatory, tax or investment matters contained in this material should not be
relied on or used as a basis to ascertain the various results or implications arising from the matters
contained herein, and you need to exercise your own independent judgment (with the advice of your
information technology, accounting, legal, regulatory, tax, investment and other professional
advisers as necessary) with respect to the risks and consequences of any matter contained herein.
SC Group expressly disclaims any liability and responsibility whether arising in tort or contract or
otherwise for any damage or losses you may suffer from your use of or reliance of the information
contained herein.

You may wish to refer to the incorporation details of Standard Chartered PLC, Standard Chartered
Bank and their subsidiaries by visiting http://www.sc.com/en/incorporation-details.ntml. This
material is not for distribution to any person to which, or any jurisdiction in which, its distribution
would be prohibited.

© Copyright 2026 Standard Chartered Bank. All rights reserved. All copyrights subsisting and arising
out of these materials belong to Standard Chartered Bank and may not be reproduced, distributed,
amended, modified, adapted, transmitted in any form, or translated in any way without the prior
written consent of Standard Chartered Bank.
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