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Frequently Asked Questions on Operation Arrangements During Epidemic Development
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Q: Can orders still be placed?
A: To prevent members and staff from travelling by public transport and gathering indoor which may

increase health risk during this critical period, our Experience Center in Causeway Bay is closed during
February 10 to February 14 (Monday to Friday). Members can still place their orders via Virtual Office.
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Q: Can | combine my orders for delivery?
A: Sorry, all orders cannot be combined for delivery at the moment.
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Q: Regarding products that are going to be resumed every Monday, can | redeem with my Essential Reward
Points or Account Credits?

A: In order to protect members' rights and to enable more members to enjoy purchase of high-demand
products during this period, redemption (including Essential Reward Points or Account Credits) is NOT
available for any products that are going to be resumed every Monday starting from February 17.
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Q: Can I still place orders with “Self-pick-up at Experience Center” now?

A: We are paying close attention to the epidemic development and in view of the current situation, “Self-
pick-up at Experience Center” as delivery method is not available in the system since February 9 (Sunday)
considering members' safety. Customers can choose to change their orders to shipping orders for an extra
HKS60, or place orders after Experience Center re-opens (Exact reopen date to be confirmed based on our

continuous evaluation of epidemic development). Meanwhile, kindly note that product-reservation service
is not available during closure period of Experience Center.
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Q: For my orders placed earlier, can | switch “Self-pick-up at Experience Center” to “Shipping Orders” now?
A: Customers have 2 options:

1. Wait until Experience Center reopens to pick up orders (Exact reopen date to be confirmed based on
our continuous evaluation of epidemic development); or
2. Change to shipping orders for an extra HKS60 to have products delivered to specified addresses.

Affected customers will receive an SMS notification by this week, please stay tuned and reply.
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Q: What is the arrangement for customers who have already placed their Essential Rewards (ER) orders in
Feb and have chosen “Self-pick-up at Experience Center”?
A: Young Living provides 2 options as below:

1. Wait until Experience Center reopens to pick up orders. (Exact reopen date to be confirmed based on our
continuous evaluation of epidemic development); or

2. Switch to shipping service for an extra HKS60 to have products delivered to specified addresses. Please
send your member ID, 4-digit PIN number and order number to HK@youngLiving.com/
Macau@youngliving.com for order pick up amendments.

Customers will receive an SMS notification within 5-7 working days once ER orders have been processed.
Please stay tuned and reply.
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Q: | have ordered “ART Renewal Serum” before and have yet to receive it?

A: Good news! “ART Renewal Serum” has been resumed since February 11 (Tuesday). Emails have already
been sent to members who have ordered this product earlier, please also keep an eye on the SMS message
that is sent one day prior to delivery as confirmation.
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Q: When will all services be resumed?

A: Experience Center and Call Center in Causeway Bay is closed during February 10 to February 14 (Monday
to Friday). We will continue to evaluate the situation and strive to resume service as soon as possible.
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Q: How to contact Customer Service team?

A: Although service of Experience Center and hotline is currently suspended, members can still contact
Customer Service team by email at HK@youngliving.com / Macau@youngliving.com. We have assigned
extra manpower to reply to emails as soon as we can (within 7 working days), as there has been a large
increase in number of inquiries. Kindly avoid sending duplicate emails to us so we can get back to you in
the shortest time possible. Thank you for your patience and understanding.
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Q: Where can | keep track of my orders’ delivery status?
A: Members can track their orders via the website https://yltracking.gols.com.hk/, enter “Order Number” to
inquire about the status of delivery.

Order Status & Tracking | Eng

124714154

Scheduled Date: 2020-0 District: CENTRAL

Processing Your order is received by the warehouse and is b
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Q: How will the logistics company notify us about delivery time?
A: An SMS message will be sent to members one day prior to delivery. For any shipping-related inquiries,
you may contact the logistics company at 2739-8874 or by WhatsApp at 9120-0441.
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Q: When will back orders of February’s PV reward Charcoal Bar Soap be available for delivery?
A: By February 28 at the latest.
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&8 : https://www.youngliving.com/zh HK/company/local-delivery-policy#2.1

J2F8 : https://www.youngliving.com/zh MO/company/local-delivery-policy

Q: The building | live in is one of the "Buildings in which confirmed cases of novel coronavirus infection have
stayed during the symptomatic phase in the past 14 days" and "Buildings of the home confines who are
under the 14-day home quarantine". Can | change my delivery address now? Will there be any extra
charges?

A: If you want to change your delivery address, please contact our Customer Service team by email at
HK@vyoungliving.com, with the correct member ID, 4-digit PIN number and order number. No extra fee will
be applied for this arrangement considering this is an unusual situation.

Regarding our Local Delivery Service Policy, please see:

Hong Kong: https://www.youngliving.com/en HK/company/local-delivery-policy#2.1

Macau: https://www.youngliving.com/en MO/company/local-delivery-policy
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Q: My previously placed order has fulfilled conditions of receiving February's 190PV rewards, yet | still have
not seen the HK$150 Enrollment Voucher under my account?

A: This is due to the malfunction of system at the beginning of February. It has been back to normal since
February 7 after urgent repair work. HK$150 Enrollment Vouchers are expected to be gradually added back

to all member accounts that placed qualified orders during February 1-6 by February 17 (Monday). We
apologize for any inconvenience caused.

For members who placed their orders on or after February 7 (Friday) and are entitled to 190PV rewards, you
should see the HK$150 Enrollment Voucher added to your account.
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Thank you for your continuous support. Young Living will always be with you to overcome every challenge!
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