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Dreams Report Assessment - Rejection.

1 Double-click on the task.

1d38>
Date Range Today and expired
Details
O | DETAILS ¥ DUE DATE
D

A New DTA Dreams

Claim Has Been
O 24/10/2024 10:11

Raised For
Assessment

A New DTA Dreams

Claim Has Been
O 24/10/2024 10:15

Raised For
Assessment

Made with Scribe - https://scribehow.com

Y STATUS

Completed? No v

o s

¥ HIGH PRIORITY Y COMPLETED



DETAILS

Detail

Go to the documents tab.

Claim Reference (i) 446369 Status
FNOL Reference [} FNOL037095 Position
cture Beds 2nd to 8th Notification Date 14/10/2024 Incident Date 05/10/2024 Reason
Order Date Delivery Date 15/09/2021 Handler
Next Appointment
Date
EPARTS  ESTIMATE LABOUR PAYMENTS NOTES TASKS/ DOCUMENTS HISTORY API
v Repair v
g Maximum Liability
v Action MNon DTA Process v
Fraud Check Claims Incurred
M Complete Mg i )
1072024 = Specific Requests / Repair Excess (i)
Directions

ncomfortable ridge

| gets deeper as |

1 lying/sleeping.

iip & lower back -

Made with Scribe - https://scribehow.com

Commenced By

Click the icon next to "Claim"

NOTES DOCUMENTS  HISTORY

A new Emmiera Dreams Report has been added to the claim.

claim ([} 446369
Type Homeserve Update v
Status Open
Is High Priority? No v
Due Date 24/10/2024 09:55 ©
Opened By Opened Date

Commenced Date

24/10/2024 09:55

Claim Fee
Current Reserve

Total Paid

Open
Referred
Assigned to E
Amy Stephen

23/10/2024

Claim Value

RV

£ 48,



4  Open the report

Vulnerable? No v

DETAILS  PARTIES  ESTIMATES  ESTIMATE PARTS  ESTIMATE LABOUR  PAYMENTS NOTES TASKS DOCUMENT

<4 ADD  [il DELETE ¥+ EXPORT =}~ ADD TEMPLATE DOCUMENT &

Sender Category
O OPEN 7 DESCRIPTION Y FILE NAME Y CREATED Y CREATED BY Y SENDER
] Open Report - 3448643 Report - 3448643.pdf  24/10/2024 09:55 Service Process
MB&G Insurance - MB&G Insurance -
Your Dreams Claim - Your Dreams Claim - .
O Open ] , 17/10/2024 11:58  Amy Stephenson Dreams@mbgins
Appointment Appointment

Requested Requested.eitreml

javascript.openBinaryFile('ClaimDocument’, *3e78b10d-7b5d-4f1c-b126-34302b61bf71', 'Rep...

== Q Search ﬁ L : i l'l I-' g

5 Click the download

x 1+ = o X
g ?1'.2 & d & NewChrome available $

ht HR Al PowerBl [LJ Vulnerable Custome.. [LJ Cvel » All Bookmarks
g | =,  Report - 3448643 (1) pdf o

— .
m v SAVE AND CLOSE @ &' PRINT B4 EMAIL

446369 Status  Open v
[l rFNOLO37095 Position Referred v
14/10/2024 Incident Date 05/10/2024 Reason Assigned to Emmiera v

Delivery Date 15/09/2021 Handler Amy Stephenson v

Next Appointment

Date 23/10/2024

JTES TASKS DOCUMENTS  HISTORY  API

Made with Scribe - https://scribehow.com



6 Use the information provided in the "Issues Found" section of the report to
determine the outcome of your claim.

Emmiera Group Report 1 S -  146% + H

THAT THE MATTRESS IS ROTATED 3 MONTHS. THE MATTRESS IS NOT TUFTED AND THE SIDE \
MATTRESS HAS FAILED THE PRESSURE TEST. THE LAY TEST SHOWED THE MATTRESS IS NOT

7 ISSUES FOUND

ISSUE 1 ITEM: MA

ISSUE CODE: DECLINED WARRANTY CLAIM SUB CODE

TECHNICIAN'S FINDINGS:
Customer reporting initiary the mattress stating there is a rolling sensation

LIABILITY EXPLANATION:
This is invalid

ACTION TAKEN:

| have fully inspected the item. And there is an issue with the left and facing sight of the mattress. Are yc
sat on the edge of the bed. As there is a natural curve in the phone which you not get from sleeping. Th
mattress has been used upside down at some point due to the markings across the top as this is a motio

7 Go to the details tab on the claim

Claim
Policy Holder [ | Mrs Sally Jones Claim Reference (i) 446369
External Ref No 193A019640/2 FNOL Reference [ FNOLO37095
Cover Level ([ | Dream Cover Structure Beds 2nd to 8th Notification Date 14/10/2024 Incident D
Underwriter | Novus Underwriting Order Date Delivery D
Vulnerable? No v

DETAILS' PARTIES  ESTIMATES  ESTIMATE PARTS  ESTIMATE LABOUR  PAYMENTS NOTES TASKS DOCUMENT

<= ADD  [fi DELETE ¥+ EXPORT =}~ ADD TEMPLATE DOCUMENT & VIEW ME

Sender Category

OPEN 71 DESCRIPTION Y FILE NAME T CREATED T CREATED BY T SENDER

Made with Scribe - https://scribehow.com



8

Vulnerable?

DETAILS PARTIES

Fault Category
Fault Type
Fault Detail

Fault Description (i

Cause

Cause Description

Select the rejection reason from the drop down list next to "Cause"

No v
ESTIMATES ESTIMATE PARTS ESTIMATE LABOUR PAYMENTS NOTES  TASKS DOCUMENT
Mattress v Repair
Manufacturing Defect v Action Non DTA Process
Dipbin < Fraud Check NG -
Pping Complete
Date Fault Noticed: 01/10/2024 ~|  Specific Requests/
Directions

Fault Description:

Mattress has got a n uncomfortable ridge
down the middle which gets deeper as |
lie on it, | can feel when lying/sleeping.
This is causing severe hip & lower back

.

Wear & Tear v

I'HAVE FULLY INSPECTED THE ITEM. AND =
THERE IS AN ISSUE WITH THE LEFT AND
FACING SIGHT OF THE MATTRESS. ARE

9

ower Ay Homeserve Job Syst...

il Q Search

Sert the "Repair" as rejection

e € O

Bright HR j PowerBl LJ Vulnerable Custome... [LJ Cvertime - Formstack Daily Claim Review -...

STIMATE LABOUR PAYMENTS
v Repair
v Action

Fraud Check

Complete
N Specific Requests /
Directions
:ridge
as|
ig.
ack -

= Data 2311012024
NOTES TASKS DOCUMENTS HISTORY API
- Claim Value Clai
Maximum Liability RV Unl
MNon DTA Process v
Claims Incurred £ 48.00 1
No v
Repair Excess (i) £ 0.C
ClaimFee £
Current Reserve £ 48.C
Total Paid £ 0.0
Grand Total £ 48.C

Made with Scribe - https://scribehow.com



10 Click here

ght HR _j PowerBI

L] Vulnerable Custome...

L] Cvertime - Formstack

Daily Claim Review -... »

New Chrome available }

3 All Bookmarks

446369

[l rNOLO37095

14/10/2024 Incident Date 05/10/2024
Delivery Date 15/09/2021

DTES TASKS DOCUMENTS  HISTORY  API

Rejection v

11

Go to estimates

fa

193A019640/2

Policy Holder
xternal Ref No
Cover Level
Underwriter Novus Underwriting
Vulnerable? No v
ILS  PARTIES

ESTIMATES |ESTIMATE PARTS

Fault Category Mattress

Fault Type Manufacturing Defect

Fault Detail Dipping

Date Fault Noticed: 01/10/2024
Fault Description:

1t Description (;

({7 Dream Cover Structure Beds 2nd to 8th

m v SAVE AND CLOSE W &' PRINT B4 EMAIL

Mattress has got a n uncomfortable ridge
down the middle which gets deeper as |

lie onit, | can feel when lying/sleeping.

This is causing severe hip & lower back -

Canca Wiaar 2. Tanar

Made with Scribe - https://scribehow.com

Status Open v
Position Referred v
Reason Assigned to Emmiera v
Handler Amy Stephenson v
Next Appointment
Date 23/10/2024
Claim Value Claim #
Maximum Liability RV Unlimited
Claim Reference (i) 446369
FNOL Reference [} FNOL037095
Notification Date 14/10/2024 Incident Date 05/10/2C
Order Date Delivery Date 15/09/21
ESTIMATE LABOUR  PAYMENTS NOTES TASKS DOCUMENTS  HISTORY
v Repair Rejection v
v Action MNon DTA Process v
= Fraud Check No '
Complete
= Specific Requests /
Directions



12  Scroll down to "Cost of job" on the report to find the cost of the inspection.

v T T i3 TR

0 ADDITIONAL INFO

FURTHER VISIT REQUIRED (Y/N)? NO COLOUR MATCEH
ESTIMATED REPAIR/COST TIME: CUSTOMER SAT
ESTIMATED PART COST:

COST OF JOB (exc. VAT) £40.00

13 Double check the estimate price on the claim. If it is different, change it.

14/10/2024 Incident Date 05/10/2024 Reason Assigned to Emmiera v
Delivery Date 15/09/2021 Handler Amy Stephenson v
Next Appointment
Date 23/10/2024
JTES  TASKS DOCUMENTS HISTORY  API
<4 ADD i DFLETE X+ EXPORT == ADD CREDIT NOTE

" ESTIMATE NO. T JOB NUMBER Y DESCRIPTION Y ESTIMATE 7 PAID 7T ol

EN200169 446369 First Inspection £ 48.00 £0.00

Made with Scribe - https://scribehow.com



14 Go to documents

FNUL Keterence L | ENOLD37095 rosition Reterred
2 Beds 2nd to 8th Notification Date 14/10/2024 Incident Date 05/10/2024 Reason Assigned to Emmi
Order Date Delivery Date 15/09/2021 Handler Amy Stephenson
Next Appointment
Date 23/10/2024
TS ESTIMATE LABOUR  PAYMENTS NOTES TASKS DOCUMENTS HISTORY API
+a4p ¥
AARTY T PAYEE(S) T ESTIMATE NO. T OB NUMBER T DESCRIPTION ¥ ESTIM,
mmiera Group
formally Homeserve EN200169 446369 First Inspection
_td)
15 Click "ADD"
Edit Claim
External Ret No 193AU 1 704012 FNUL Reterence L) | ENOLD37095
Cover Level ([ | Dream Cover Structure Beds 2nd to 8th Notification Date 14/10/2024 Incident D
Underwriter | Novus Underwriting Order Date Delivery D

Vulnerable? No v

DETAILS  PARTIES  ESTIMATES  ESTIMATE PARTS  ESTIMATE LABOUR  PAYMENTS NOTES TASKS DOCUMENT

<~ ADD  [ii DELETE ¥ EXPORT =}~ ADD TEMPLATE DOCUMENT & VIEW ME

Sender Category
OPEN v DESCRIPTION Y FILE NAME Y CREATED Y CREATED BY Y SENDER
MB&G Insurance - MB&G Insurance -
Your Dreams Claim - Your Dreams Claim -
) Onen 17/10/2074 11:58 Amv Stenhenson NDreams@mbeing

Made with Scribe - https://scribehow.com



16  Click browse

Received | 25/10/2024 14:49 ©
Sender
Category b
Effective From dd/MM/yyyy
Effective To | dd/MM/yyyy
File Name
File
BROWSE... | Or drop files here
Description

Party v

17  Upload a copy of the policy wording

; € Open X @ Seribe | Works
“ 2 v P ~ « Documents » Policy wordings ~ (@] Search Policy wordings »
Organize ~ New folder =~ 1 @ iwes [Jvune
/} e MName Status Date modified Type |
El Gallery % Dreamis Bed Cover TandCs WLM V5 11.06... ® 14/10/2023 1546 PDF Document
5> @ Amy- Warranty ) Dreams-10yr-guarantee.pdf © 20/09/2022 11:20 PDF Document
] erin-bunk-bed-Al.pdf @] 07/11/2022 09:00 PDF Document
@l Desktop » ¥ Oak Furniture Land Novus V2 2020.pdf © 18/06/2022 12:50 PDF Document o ADD
i Downloads # ® Dak Furniture Land Novus V5 30.12 (1).pdf @ 06/05/2022 09:20 PDF Document
% Documents # ® Dak Furniture Land Nowvus V5 30.12.pdf © 18/06/2022 13:36 PDF Document |_ @
] pictures » %% Wayfair Furniture Protection HSV V1 010.. @ 07/05/2022 10:20 PDF Document I
[ - WV -
File name: V‘ All Files (*.%) s I
Cancel

Made with Scribe - https://scribehow.com



18  Select "policy wording" as the category

Category ‘ v

Effective From FNOL -

. Insurer Correspondence Inbound
Effective To

Insurer Correspondence Qutbound

File Name Ihvaica

File Letter
Naotification

Policy Cancellation

Policy Summary
Policy Wording
Report

Witness Statement

Description

BE  Q Search ﬁl_:@ma@ﬂ“@[:ﬂl‘a-}"

19  Type "Policy wording" in the description

Category | Policy Wording

Effective From dd/MM/tyyyy
Effective To | dd/MM/yyyy
File Name Dreams Bed Cover TandCs WLM V5 11.06 (21)

File  Download current file

BROWSE...  Ordrop files here

Dreams Bed Cover TandCs ... 11.06 (21).pdf
443 KB

File uploaded successfully

Description

Howw @sac-=FfAWOE LU

Made with Scribe - https://scribehow.com
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20 Click "Add and close"

Bright HR 2] PowerBI

Homeserve Job Syst...

icument

aim Document

Received | 25/10/2024 14:49 ©
Sender policy wording
Category Policy Wording

Ffective From dd/MM/yyyy

EffectiveTo | dd/MM/yyyy

File Name Dreams Bed Cover TandCs WLM V5 11.06 (21)

21

Set the claim position as rejected

L] Vulnerable Custome...

Overtime - Formstack

@ app @ ADD AND CLOSE

Daily Claim Review -...

m v SAVE AND CLOSE w &' PRINT B4 EMAIL

446369 Status
(7 FNOLO37095 Position
14/10/2024 Incident Date 05/10/2024 Reason
Delivery Date 15/09/2021 Handler
Next Appointment
Date

JTES  TASKS DOCUMENTS HISTORY  API

\{TE DOCUMENT & VIEW MESSAGE |

v Description

Made with Scribe - https://scribehow.com

[

Open

‘ Referred

Accepted
Referred

Rejected

Reopened

4 EMAIL / FORWARD



22

Select your rejection reasons. You can choose up to 3.

446369 Status | Open v
[ rNOL037095 Position | Rejected B
14/10/2024 Incident Date 05/10/2024 | @@jection Reasons |0 options selected. v
. ] ] [Rdmnistrator =
Delivery Date 15/09/2021 Link Expiry O sunlight Damage
Handler UJ Use or Application of Cleaning
. Substances
Reexx Appumtn[';irt'l: 0J wear and Tear
EFWithin Manufacturing Tolerance -
JTES TASKS DOCUMENTS  HISTORY  API
\TE DOCUMENT & VIEW MESSAGE |- B 4 EMAIL / FORWARD
v Description
23  Click "Save"
cess x @ Scribe | Workspace x o+ = C

New Chrome av

# 6D 4 a2

it.. Bright HR j PowerBI Vulnerable Custome... Daily Claim Review -... b O ant

m + SAVE AND CLOSE w &' PRINT 4 EMAIL

Overtime - Formstack

ference (i) 446369 Status Open v
ference [ FNOL037095 Position Rejected “
an Date 14/10/2024 Incident Date 05/10/2024 | E@jection Reasons | 3 options selected. v
e :
er Date Delivery Date 15/09/2021 Link Expiry Pressure and/or Product Being Used
Incorrectly)
Handler Multiple Staining on the Product
Next Appointment O Negligence
Date No Fault Found .

Made with Scribe - https://scribehow.com
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24

Copy your policy wording from the list of rejection reasons

1. Any damage (structural or otherwise) , soiling or staining caused: by accumulated multiple stains or any unidentifiable stains.

_ c
Reason

Explanation - BED COVER

Claims Mot Reported to Us Within 7 Days of the Incident

Claims Procedure- in order to make a claim you must nc
occurrence. Any delay may result in permanent damage

Damage Caused by Insects and/or Non Domestic Animals

. Damage casued by insects, non domestic animals or\

Damage Caused by Relocation

. Any damage (structural or otherwise), soiling or stain

Damage Caused by the Build up of Perspiration, Hair and Body Qils

. Any damage (structural or otherwise), soiling or stain

Damage During Delivery

. Any damage (structural or otherwise}, soiling or stain

Deliberate Damage of the Product

. Any damage (structural or otherwise), soiling or stain

Incorrect Assembley

. Any damage (structural or otherwise), soiling or stain

Maintenance or Care Instructions not followed

. Failure to comply with the manufactruers, suppliers, |

Misuse of the Product (Excessive Pressure and/or Product Being Used Incorrectly)

. Any damage (structural or otherwise), soiling or stain

Multiple Staining on the Product

. Any damage (structural or otherwise), soiling or stain

Negligence

[ e I Y S S

. Any damage (structural or otherwise), soiling or stain

No Fault Found

No manufacturing fault could be found with your produ

No Mattress Protector Was Being Used

1. Any damage (structural or otherwise) , soiling or stain
provided by Dreams with this service contract, or a prot

No Valid Cover

We are unable to proceed with your claim as there is nc

Product Being Kept in Storage

1. Any damage (structural or otherwise) , soiling or stain

Products Used for Rental/Sublet or Commercial Purposes

1. Any damage (structural or otherwise) , soiling or stain

Removal of Odours is not Covered Within the Service Plan

2. Removal of odours even when caused by a stain.

Sunlight Damage

Wear and Tear

14. Fading, effect of sunlight or non-colour fast materia

. vy

P a - o

25 Paste the policy wording into the correct rejection reason box

ns @ Service Power /Ay Homeserve Job Syst... Bright HR j PowerEBl

L] Vulnerable Custome...

Overtime - Formstack Daily Claim F

Rejection Reason 1

Rejection Reason 2 No Fault Found

No manufacturing fault could be found with your product.

Rejection Reason 3 Wear and Tear

3. Stains & Damage that is consistant with wear and tear or
anything that happens gradually.

Made with Scribe - https://scribehow.com

Multiple Staining on the Product

13



26 Click "Save"

55 3 €3 Scribe | Workspace X + = (]

)

3 o} d A New Chrome avail

Bright HR ] PowerBl [OJ Vulnerable Custome... Overtime - Formstack Daily Claim Review -... » [ AllBoc

Multiple Staining on the Product
1. Any damage (structural or otherwise) , soiling or =
staining caused: by accumulated multiple stains or any

unidentifiable stains.

No Fault Found

No manufacturing fault could be found with your product.

27 Choose "Claim completed" as your amendment reason and click "Save"

v & EvoSuite - Tasks x e Emmiera Group Report X @ RD Web Access x @ Scribe | Works

<« > C 2% mbandg.evoclaim.com/Task/Index

g8 Login |Fived @ EvoSuite - Login @ Dreams @ Service Power Ay Homeserve Job Syst... Bright HR ] Powergl [0 Vulne

Edit Claim

0 Save

Modifications have been made to one or more fields with historical change monit
optional comment for this. If you wish to change the automatically calculated time
Cancel the Save close the window.

Amendments Reason

‘ Claim Completed

Comment (optional)

Made with Scribe - https://scribehow.com
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28

Go to "Notes"

3A019640/2

Claim Reference (i)

FNOL Reference

446369

7 FNOLO37095

Statu

Positic

Dream Cover Structure Beds 2nd to 8th Notification Date 14/10/2024 Incident Date 05/10/2024 | E@jection Reasor
vus Underwriting Order Date Delivery Date 15/09/2021 Link Expii
v Handl
Next Appointmer
Dat
IMATES  ESTIMATE PARTS  ESTIMATE LABOUR  PAYMENTS | NOTES TASKS DOCUMENTS  HISTORY  API
fttress v Repair Rejection v
) . Maximum Liabilit
nufacturing Defect v Action Non DTA Process v
» Fraud Check Claims Incurre
ping v Complete No v .
te Fault Noticed: 01/10/2024 N SpecificRequasts R Exce
e Directions
ilt Description: Claim Fe
attress has got a n uncomfortable ridge
nn the middle which gets deeper as | Ciirraiit Rasary
on it, | can feel when lying/sleeping.
s is causing severe hip & lower back - Total Pai
29  Click "Add"
Y FNOL037095 Position | Rejected .
14/10/2024 Incident Date 05/10/2024 | §@jection Reasons 3 options selected. v
Delivery Date 15/09/2021 Link Expiry 24/11/2024
Handler Amy Stephenson v
Next Appointment
Date 23/10/2024
JTES TASKS DOCUMENTS HISTORY  API
«= ADD  [i] DELETE
Y| TYPE T NOTE Y
Is there anything else you wish to tell us about your claim?: i
Unable to upload photo of mattress without the cover as zip is
ess broken (see photo). I've never taken the cover off so zip not
broken by me. Do you agree with the above declaration?: Yes
Declaration Date: 14/10/2024
nson FNOL passed to Emmiera.
Made with Scribe - https://scribehow.com
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30 Type your note then click "Add and close"

Add Claim Note

New Claim Note

Date 25/10/2024

Author Amy Stephenson

Claim Note Type

@ app @ ADD AND CLOSE

Rejected - wear and tear/multiple staining/no manufacturing fault found. |

31 Gototasks

mnes Claim Reference (i) 446369

FNOL Reference [} FNOL037095

rer Structure Beds 2nd to 8th Notification Date 14/10/2024 Incident Date

ting Order Date

TIMATE PARTS  ESTIMATE LABOUR  PAYMENTS  NOTES  TASKS

T CREATED Y AUTHOR

14/10/2024 15:30 Service Process

Made with Scribe - https://scribehow.com

Delivery Date

DOCUMENTS

T

TYPE

Status Open
Position Reject:
05/10/2024 | §@jection Reasons 3 optic
15/09/2021 Link Expiry 24711

Handler Amy S

Next Appointment
Date 23110

HISTORY  API

T NOTE

Is there anything else
Unable to uplead phe
broken (see photo). I"
broken by me. Do you
Declaration Date: 14/

16



32 Tick the box to complete the task

DETAILS FINANCE POLICE PARTIES  ESTIMATES  ESTIMATE PARTS  ESTIMATE LABOUR  PAYMENTS NOTES TASKS  DOCUMENTS |

|
DESCRIPTION Y | DUE DATE ‘MLEI’ED?

A new Emmiera OFL Report has been added to the claim. 28/10/2024 10:13 k ] )

33 Leave a note on the Dreams system.

Reason for

Info Code 2 1Info 2 Parts Parl:s Comments
Required
HARRY WARD HW18 D Customer called re bed cover daim thru website
eep D Hybrid
JangeVery V00374 Dhcaio BED Others (... 0
Activity Reason Voucher  Voucher Allowance
Amount Number Amount

|
§

N O O N[+ ]

Made with Scribe - https://scribehow.com
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