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Raising An FNOL — Customer Has Not Matched To Their Policy
31.10.24



Dreams FNOL - Customer hasn't matched to their
policy.

1 If a customer has matched their claim to their own policy, it will just say "FNOL" in
the left column.

If they have not matched to their own policy, it will say "FNOL - Missing Policy".

Double-click on the claim.

FHUL 40T 20248 TS FNULUS /7 DOUD ureams Lialm FNUL 1
FMOL 24/10/2024 10:42 FNOLO37503 Dreams Claim FNOL 36
FNOL 24/10/2024 09:44 FNOLO37499 Dreams Claim FNOL 36
FNOL 24/10/2024 09:09 FNOLO37498 Dreams Claim FNOL 06
FMOL 23/10/2024 22:19 FNOLO37497 Dreams Claim FNOL 30
FNOL 23/10/2024 20:25 FNOLO37494 Dreams Claim FNOL 88
FNOL 23M10/2024 19:00 FNOLO37492 Dreams Claim FNOL 03
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2 Click the documents button next to "FNOL Reference" to access the customer's
details.

Service Power Ay Homeserve fob Syst... Bright HR j PowerBl Vulnerable Custorne... L] Owertime - Formstack  |LJ] Daily Claim Review -..

FNOL Reference 7 FNOLOZ7488

Claim Reference (i) Open selected record

Motification Date 23/10/2024 Incident Date 01/10/2024
Order Date Delivery Date
Defect
Action MNon DTA Process

3 Copy the order number provided by the customer.

If the customer has not provided an order number, use their post code to validate
their policy using the Dreams system.

X & Scribe | Workspace x |+

HR j PowerBl Vulnerable Custome... L] Owertime - Formstack L] Daily Claim Review -..  [LJ Issues & Breaches -... L] Peer Review Checkli.,

I
R

Dreams Order 0O0AQT1612
Number

policy [

Approval Date

Is the Delivery Address
different to the Home
Address?

Mo
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4 Do your normal policy validation checks

E;] Dreams LIVE - Microsoft Dynamics NAY Classic - [888H433122 Mrs Saranyaa Krishnashankar - Completed Sales Order]
File Edit View Tools Window Help

S AR 1 X PP EEEE N 0000 0 &8&

General Invoicng Shipping” Payments Communication Customer Service

NOwe v v e e e e e e 388H433122 | = . OrderDate. . ... [ 28/11/20
N A _I Order Amount. . 1,363.00 ) = Bt/ .
Sell-to Customer No. . . |BS8E 1B St L303pn] Deervoete. .. . [ 02/02/21
Sellto ContactNo. . . . |BB88-CT924873 | Financad Aot . o.00] \Beytme : 07:00:00 - 18:00:00 _
Sell-to CustomerName . ., .0 . ~ TimesDelivery Date Changed . | 0]
Sell-to Address . . . . . |opeemcmem e ] BALANCE . . . . . 60.00 Salesperson Code. .
Sell-to Address 2 . . . . Make P, t Location Code. . . . |[HDD-CF
SeltoGity « » v v v\ . Gloucester " .
Interaction Count, . | 3
Sell-to County/Post Code I | Allowances e . . =
Sel-to Contact . . . . . i . _ Intake Value. . . 1,363.00| 1A Comments . . . 0
Relab:dad‘:ITuBadz... . 0 - Status . .. ... P.eleasedrmI sl aia .
Customer Collection , . . taff Sales Order Order Status. . . Delivel
. o E | r Telesales Order
= tch |
o Al Collection  Auto Warranty Route
7e ... Reallocation Branch StockLocation ... Pay a... Warranty Description Item No. MTM Na. Postcode  Description
0 256-00155 Francis SK Gre!
0 281120_050621|BED_750|8  256-00155 GL GL11QN  Bed Cover Primary [tem
0 GL GL11QN  Frands 5K Grey Otto Elect
n ~ A A e mmsie OF Pemu Mibba Clact

Made with Scribe - https://scribehow.com



5 Make sure the name on the order matches the name on the FNOL form.

If it is a completely different person, the customer may have provided the wrong
order number.

Use the post code to find the correct customer.

Wl Dreams LIVE - Microsoft Dynamics NAV Classic - [0
E3 File Edit View Tools Window Help

S AR 1 X P BB 0000 0 @&EgE

General Invoicng Shipping Payments Communication Customer Service

es Order]

Mi¥er wcon 0cn wne mosvm 090A011613 B OrderDate . . . . . 29/11/16
* —j Order Amount. . 1,372.00 i 3
Sell-to Customer No. . . |BOS0 Delivery Date . . . . 14/12/16
View Store Payments. . . . . 0,00
Sell-to ContactNo. . . . B0O90-CTD29356 Financed Amount . 1,372.00
Sell-to Customer Name . Times Delivery Date Changed . 0
Sell-to Address . . . . . ~ BALANCE . . ... 0.00 Selesperson Code. . SF37
Sell-to Address 2 . . . . Edgbaston Phoke Payment Location Code. . . . |HDD-WD
SeltoCity « .+ . 4. . Birmingham TSt Counts - 1
Allowances
Sell-to County Post Code Archived Versions . . 1
Seli4o Contact .. .« RIS T, Intake Value. . . 1,372.00| 1A Comments . . . 0
Related Back To Back ... 0 BERHIE .. v e Released <
= = Overall Special . .
Customer Collection . . . taff Sales Ord Stat -
us r Collection ﬁ & er ] Order us. Delive e
LSIeepmatch I~ |
3 Al Collection  Auto Warranty Route
| 7€ ... Reallocation Branch StocklLocation ... Pay a... Warranty Description Item No. MTM No. Postcode  Description
| » LOOOO B B15 3F  Enchantment K Mattress
0 291116_141251|MATT3P HI|8 135-00413 B B153EF  Bed Cover Primary Item
0 B B153EF  Store Discretionary upto 5
n onnn ot o D+cC ocCE L 2 VRN F P o
6 Go back to the holding area and click "Close"
= O X

rmstack Daily Claim Review -... |ssues & Breaches -.., Peer Review Checkli... 8 TSG » [ All Bookmarks

Order | BagAQi1613
imber

policy |}y

ery Address
‘0 the Home
Address?

No
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7  Press "Set Policy and Approve"

mstack Daily Claim Review -... L Issues & Breaches -.. L] Peer Review Checkli., B T5G

b dalo N | @ SETPOLICY AND APPROVE €3 REJECT

Position Referred
Reason Assigned to Emmiera
e 01/10/2024 Handler Mary Smith

8  Click the magnifying glass

ove FNOL?

cover Level [}

Fault Code

Made with Scribe - https://scribehow.com



9 Paste the order number into the external reference number box and press
"Search".

2 22 mbandg.evoclaim.com/Claim/FNOLs

ogin | Fived @ EvoSuite - Login @ Dreams @ Service Power Ay Homeserve Job Syst... Bright HR j PowerBl L] Vulnerable Custome.. [LJ] Cwvertime - Forms

ser Level
icy Number Surname
Provider v Forename
Broker v Postcode
rnal Ref No 0904011613 Address
Hller Branch Created After dd/Mbiyyyy Before
DER NUMBER T | STATUS T NAME Y SELLER BRANCH Y MB&G REP Y POSTCODE T INCEPTION
10 Double-click the correct policy
v rorename
v Postcode
011613 Address
Created After dd/MM/yyyy Before
STATUS Y| NAME Y SELLER BRANCH Y MB&G REP Y | FOSTCODE Y INCEPTION
Active B15 3EF 14/12/2016
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11 Select the relevant fault code.

Cover Level [[7 | EC0730250 - 090A011613/1 / SO454676 - Dream Cover Structure Beds 6thto| & |

Fault Code ‘ v

AD2 Accidental Damage

AD2 Accidental Damage & CO1

AD2 Accidental Damage & C02 Cosmetic Damage

AD2 Accidental Damage & C03 Sofa Beds (Kyoto Futons) Models
AD2 Accidental Damage & C04 Standard Mattress

AD2 Accidental Damage & C05 Tempur Mattress

AD2 Accidental Damage & C06 Mattress Cleaning

AD2 Accidental Damage & CO7 Divan Base

AD2 Accidental Damage & C08 Bedsteads

AD2 Accidental Damage & C09 Bedsteads: Slats & Caps (Sprung Slats)
AD2 Accidental Damage & C10 Bedsteads: Slats (Solid Slats)

AN? Arridental Namase & 711 Badstead: Distnns

12  Click "Approve"

PowerBl Vulnerable Custome... Chwertime - Formstack Daily Claim Review -... [LJ Issues 8 Breaches -... LY Peer Review Checkli... B i

+ ApprOVE [ ¥ cLosE

ED ECO730250 - 0904011613/1 / 50454676 - Dream Cover Structure Beds 6thto| @ | %

‘ AD2 Accidental Damage & C04 Standard Mattress v
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13 If the customer has noted anything important in this box, such as a vulnerability,
this must be logged on the claim.

Click "Close"

Key Note

Created 23/10/2024 16:51 Author Service Process

Note Is there anything else you wish to tell us about your claim?:
Do you agree with the above declaration?: Yes
Declaration Date: 23/10/2024

14 Click "Notes"

Claim Reference (i) 447484 Status Ope
FNOL Reference 7 | FNOLO37488 Position Refe
nty Notification Date 23/10/2024 Incident Date 01/10/2024 Reason Assiy
Order Date Delivery Date 14/12/2016 Handler Man
Next Appointment
Date
PAYMENTS MNOTES TASKS DOCUMENTS HISTORY APl
v Repair - Clain
y Maximum Liability RV
v Action Mon DTA Process v
Fraud Check Claims Incurred £
v Mo v
Complete
= specific Requests / Repair Excess (i) £
Directions
ClaimFee £
iithas
t Current Reserve £
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15 Click "Add"

status Upen v
Position Referred v
] 01/10/2024 Reason Assigned to Emmiera v
e 14/12/2016 Handler Mary Smith v
Next Appointment
Date
<= ADD 10l DELETE
JOTE T

s there anything else you wish to tell us about your claim?: Do you agree with the above declaration?: Yes Declaration Date:
'3/10/2024

16 Leave a note explaining the action taken and press "Add and close"

Add Claim Note

New Claim Note ©app @ ADD AND CLOSE

Date 28/10/2024

Author Amy Stephenson

Claim Note Type

FNOL - Passed to Emmieral
MAAARAAANS
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17 Change the handler name to your name

m " SAVE AND CLOSE W &' PRINT Ed EMAIL

Status Open v

Position Referred v

Date 01/10/2024 Reason Assigned to Emmisra v

Date 14/12/2016 Handler Mary Smith v
Next Appointment
Date

<= ADD I DELETE
NOTE b

Is there anything else you wish to tell us about your claim?: Do you agree with the above declaration?: Yes Declaration Date:
2311042024

18 Click "Save and close"

&0 @

‘mstack |LJ Daily Claim Review -... L] Issues & Breaches -... LY Peer Review Checkli... B T5G » 3 All Bookmarks

v:nvﬁmnam: @ i='PRINT 4 EMAIL

Status Open v

Position Referred v

e 01/10/2024 Reason Assigned to Emmiera v
e 14/12/2016 Handler Amy Stephenson v

Next Appointment
Date
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19 Leave a note in the Dreams system.

- ¢ ot wn® b e v -t —— oy o ——— SO

=

Cust called to report that mattress is no longer comfortable and would like to make a bedcover daim.
wouszs SR ERCesily... 0 jink to make daim via online daims form

Activity Reason  Voucher  Voucher Allowance Comments
Amount Number Amount
Cust called to report that mattress is no longer comfortable and would like to make a bedcover daim. Sent
Chase
\ v online daims form
‘ Defective Matiress cust called <matt. .advised inspection + MB&G process
Defective Mattress
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