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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.
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2 Click the documents button next to "FNOL Reference" to access the customer's
details.

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.
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4 Do your normal policy validation checks
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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.

6 Go back to the holding area and click "Close"
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7 Press "Set Policy and Approve"

8 Click the magnifying glass
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9 Paste the order number into the external reference number box and press
"Search".

10 Double-click the correct policy
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11 Select the relevant fault code.

12 Click "Approve"
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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"

14 Click "Notes"
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15 Click "Add"

16 Leave a note explaining the action taken and press "Add and close"
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17 Change the handler name to your name

18 Click "Save and close"
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19 Leave a note in the Dreams system.


