MB()G INSURANCE

Dreams

Report Assessment — Replacement

31.10.24



Report Assessment - Replacement

1 Click "DOCUMENTS"

s

Claim Reference (1) 445444 Status

FMOL Reference |0 | ENOLO35334 Position

Beds 2nd to Sth year warrar Motification Date 05/10/2024 | B Incident Date 01/07/2024 Reason
Order Date Delivery Date 24/10/2017 Handler

Next Appointment
Date

TS  ESTIMATE LABOUR  PAYMENTS NOTES TASKS DGQCUMENTS  HISTORY  API

v Repair v
: = Maximum Liability
v Action Mon OTA Process v
Fraud Check Claims Incurred
b Complete by r
'ric lift the remote conrol speciicioueste ! Repak Faceo
Directions

Claim Fee
Current Reserve

Total Paid
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Click "Open" on the report

DETAILS  PARTIES  ESTIMATES  ESTIMATE PARTS  ESTIMATE LABOUR  PAYMENTS NOTES TASKS DOCUMENT
4 ADD @ DELETE | Y- ExpORT | <+ ADDTE
Sender Category
L
(] OPEN 71| DESCRIPTION v FILE NAME T CREATED v | CREATED BY
O
ME&G Insurance - Your MBEG Insurance - Your
L] Open Dreams Claim - Assessing Dreams Claim - Assessing 0910/2024 13:18  Aimee Scott
Claim Claim.eitremi
MB&G Insurance - Your MB&G: Insurance - Your
(] QOpen Dreams Claim - Appointment Dreams Claim - Appointment 09/10/2024 13:16 Aimee Scott
Requested Requested_eitreml
O Open Distant Image Of Damage Distant Image Of Damage. |pg 08M0/202411:48  Service Process
- Open Declaration Dedaration_pdf 08/M10/2024 11:48 Service Process

3

outcome of the claim

/ ISSUES FOUND

ISSUE 1

ISSUE CODE: VALID WARRANTY CLAIM
TECHNICIAN'S FINDINGS:

Use the information in the "issues found" section of the report to determine the

ITEM: BED

SUB CODE:ELECTRICAL ISSUE

The bed will not raise as the remote is falling apart. The connections are damaged and the plastic casing

LIABILITY EXPLANATION:
This is
warranty claim covered

ACTION TAKEN:

| have inspected and there is power to the bed this will require a new hand set

FAULT OUTCOME:
PARTS REQUIRED - CUSTOMER HAPPY TO PROCEED

REPORT CONCLUSION:

Customer is awaiting further contact from the retailer in regards to what action will be taken.

Made with Scribe - https://scribehow.com



4  Search the name of the product in your parts availability spreadsheet.

If the item is discontinued, it will need to be replaced.

Francis Electric it

B = D E
Flaxby Drawers not available Other parts available
Utah Triple Bunk Discontinued Full replacement
Ohio Futon Bunk Discontinued Full replacement
Vivaldi Mo parts Full replacement
Angel No parts Full replacement
Barcelona Mo parts Full replacement
Danbury K Grey Tweed (Solid Slats) no parts full replacement
Dawson ottoman sound bed Current all parts available
carlton ottoman no parts no parts full replacement
cole sound bed no parts with dreams or importas no parts full replacement
Cruz No parts Full replacement
Ellis Discontinued
Francis Electric lift No parts Full replacement
control boxes, motors not available, need to
B T e e L aVaIlab'E
Find and Replace a " ble from
Find Replace
Find what: ifram’s u
Discontinued Full replacement
Discontinued full replacement
Options == ONLY
Scissor arms not available has spares,
T e — order box 3 from TYG. Light fixtures
5 Click "DETAILS"
I
Policy Holder Ty Claim Reference (1) 445444
External Ref No | 1204013859/ FMOL Reference | [ | FNOLD35334
Cover Level [ | Dream Cover Structure Beds 2nd to Bth year warrar Notification Date 0B/10/2024 | BB Inci
Underwriter UK General Order Date Dell
Vulnerable? Mo ¥
DETAILS PARTIES ESTIMATES ESTIMATE PARTS ESTIMATE LABOUR PAYMENTS NOTES TASKS DOCUMENTS HIST
<+ aop il DELETE ¥+ EXPORT < ADD TEMPLATE DC
Sender Category
ExD
(] OPEN 7| DESCRIPTION T FILE NAME T CREATED T CREATED BY T | SENDER

] Open Report - 3435007

Report - 34
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6  Match the "Cause" to the fault description

Fault Category Bed v Repair
Fault Type Manufacturing Defect v Action MNon DTA Process
» Fraud Check
Fault Detail Electrics X Complete Ho b
; = - e ot o PR Specific Requests /
Fault Description (0) | My daughters r_Je:l s an electric lift the remore control Directions
has stop working .
Cause v
Cause Description | HAVE INSPECTED AND THERE I5 POWER TO THE BED
THIS WILL REQUIRE A NEW HAND SET
Emmiera | \pq pccidental Damage & CO8 Bedsteads
Instruction Code
Emmiera AD1: Acddent Damage is covered. (0 Bedsteads:
Instruction Please confirm in report that the customer periodically
tightens fiXings as per ¢are instrudtions, please note that
i || i i i | D [ il ol i i e i e
7  Setthe repair as "furniture replacement”
Fraud Check Appliance Product Recall Claims Incurred £
i T Appliance Repair -
 control Specific Requests / PE! pa Repair Excess (D) £
i Directions Applisnce Settlement
Claim Fee £
Ereakdown No Action
Cancellation Current Reserve £
Cycle Repair Total Paid £
Cycle Repl t
x ioiths sl Grand Total £
Cycle Replacement & Cycle Repair
HE BED ¥C P Y pai
Furniture Repair
Furniture Replacernent
g
Carloet Benair
sads:
riadically
E note that
ve buttons
arranty.
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8  Click "ESTIMATES"

Claim

Policy Holder [ | MrsFSerra

Claim Reference (1) | 445444

External Ref No | 120A013859/1 FNOL Reference | | FNOLO35E3
Cover Level (Y | Dream Cover Structure Beds 2nd to 8th year warrar Notification Date 0B/10/2024 | R
Underwriter UK General Order Date
Vulnerable? Mo v
DETAILS PARTIES ESTIMATES ESTIMATE PARTS  ESTIMATE LABOUR PAYMENTS NOTES TASKS DOCUMENI
Fault Category Bed v Repair Furniture Replagi
Fault Type Manufacturing Defect v Action Maon OTA Process
Fault Detail Electrics ¥ Fracl":r::;ig i b
Fault Description (D) | My daughters bed is an elecuric lift the remate control Specific Eﬁe"cﬁ:ﬁl;

has stop working -

9 Make sure the Emmiera estimate matches the cost given on the report.

Mext Appointment

Date 23/10/20z
ELABOUR PAYMENTS NOTES TASKS DOCUMENTS  HISTORY APl
=+ aop
T PAYEE(S) ¥ ESTIMATE NO. T JOB NUMBER ¥ DESCRIPTION T ESTIMATE 7 P
erve EN138950 445444 inspection £43.00
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10 Goto cover level

Edit Claim
Claim
Policy Holder [y | MrsFSerra Claim Reference (1) 445444
External Ref No 12040138551 FNOL Reference | | FNOLD3683
Cover Level 1 Dream Cover Srructure Beds 2nd to 8th year warrar Notification Date 08/10/2024 |
Underwriter UK Genera Order Date
Vulnerable? No v

DETAILS PARTIES  ESTIMATES ESTIMATE PARTS  ESTIMATE LABOUR  PAYMENTS NOTES TASKS DOCUMENT

CREDIT? T TYPE T PARTY T PAYEE(S) T ESTIMATE NO.

11  Copy the cost of the product

[T ETITiEe L I AL REITEN, LRI a e

nths Policy Liability RV
nths Claim Liability RV
Claims Incurred GEP 45.00 1
Retail Value BP 69900
Repair Excess £0
uble DMLR GBP 60.00
DHLR GEP 60.00
5 Ltd Sales Information
REY FABRIC OTTOMAN - ELECTRIC Seller Branch Ty
Sales Agent
Policy Type
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12 Click "close"

Expiry Date 2311042025 Policy Status Active
nths Policy Liability | RV
nths Claim Liability RV
Claims Incurred GEP 48.00 1

Retail Value GBP £59.00

Repair Excess £0
uble DMLR GEP 60.00
DHLR GEP 60.00

13 Click "ADD" in the estimates tab

status Open v
Position Referrad v
Incident Date /072024 Reason Assigned to Emmiera v
Delivery Date 2410207 Handler Stuart Horne v
Next AppoIntment | 23102024
3 HISTORY APl
<+ ApD | [ DELETE ¥+ EXPORT = ADD CREDIT NOTE
T JOB NUMBER T DESCRIPTION T ESTIMATE T FAID 7T QUTSTANDING 7 PEMND

e
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14  Select "Dreams" as your estimate type

Add Claim Estimate

New Estimate

DETAILS

Type I

Dreams Default

Description

Jab Number

Estimate Number

Financial Breakdown

Estimate

Net

Sub Total £ 0.00 E

15  Click the magnifying glass

Payments

(i3]

Paid

0.00 £

Made with Scribe - https://scribehow.com
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16  Double-click "Dreams" to set it as the estimate party.

All Dreams replacements will have Dreams as the estimate party except if the
product is a Furmanac product.

If you are replacing a Furmanac product, set the party as MiBed

Wellson LTD

Mrs F5erra

MB&G Insurance Services - Triage

MiBed Furmanac Limited

Importas

DO NOT USE (Furmanac Group Limited)
Emmieca Group (formally Homeserve Lud)

Dreams

17 Type "DRE" into the description and job number fields

Add Claim Estimate

MNew Estimate

DETAILS LABOUR  PARTS

Type Dreams Default

Party |:|!_“ Dreams

Description | |

Job Number

Estimate Number

Financial Breakdown

Estimate Payments
Met Vat Gross
Parts £ 0.00 £ 0.00 £ 0.00 £
I ahnnr £ [Ny £ [aala £ NN £
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18 Click "PARTS"

Add Claim Estimate

MWew Estimate

DETAILS LABOUR  PARTS

Type Dreams Default
Party [l Dreams
Description DRE
job Number DRE

Estimate Number

Financial Breakdown

Estimate Payments

Net Vat Gross

Parts

[La]
[L3]
(L2

A

19 Click "ADD"

@ aop @ ADD AND CLOSE m

<= naDD | | i DELETE @ #

T QUANTITY 7 PRICE T MET T VAT T GRO5S 7

10



20 Click "Manufacturer"

Add Claim Estimate Part

Mew Claim Estim

Supplier |

Description

Quantity
Unit Price
MNet Total
VAT Date
VAT Rate
VAT Total

Gross Total

21 Type "Replacement"

Add Claim Estimate Part

ate Part @app | @ ADD AND CLOSE m

Independent
Manufacturer

Retailer

£
2502024 | BB

Standard (20.0000)

into the description field

Mew Claim Estimate Part Q@uaoo @ app AND cLOSE m

Supplier

Description

Quantity

Unit Price

Net Total

VAT Date

VAT Rate

VAT Total

Manufacturer

£
£
25110072024 | BB

it

Standard (20.0000)

Made with Scribe - https://scribehow.com
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22 Paste the

| Claim Estimate Part

cost into the unit price field

New Claim Estimate Part ©apo @ apD AND cLOSE m
Supplier Manufacturer X
Description Replacement

Quantity :

Unit Price £ £99.00

Net Total £ £99.00

VAT Date 251072024 | B3

VAT Rate Standard {20.0000)

VAT Total £ 135.80

23 Click "ADD AND CLOSE"

Part

stimate Part

pplier Manufacturer

iption Replacement
antity

tPrice £

tTotal £

I Date FEANINT |

Made with Scribe - https

@aop | € ADD AND CLOSE m

69900,

63500
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24

Click "DOCUMENTS"

Claim Reference () | 445444 Status
FMOL Reference | | ENOLO36834 Position
2ds 2nd to Sth year warrar Motification Date 08/10/2024 | BB Incident Date 10772024 Reason
Order Date Delivery Date 241002017 Handler
Mext Appointment
Date
ESTIMATE LABOUR PAYMENTS NOTES TASKS DOCUMENTS HISTORY APl
ITY T PAYEE(S) ¥ | ESTIMATE NO. T JOB NUMBER ¥ DESCRIPTION T ESTIMATE
iera Group
mally Homeserve EM1985950 inspection E
arms EM201856 £ 83
25  Click this checkbox.
DETAILS PARTIES ESTIMATES ESTIMATE PARTS ESTIMATE LABOUR PAYMENTS NOTES TASKS DOCUMENT
4 ADD [ DELETE ¥+ EXPORT = ADDTE
Sender Category
[
] OPEN v DESCRIPTION v FILE NAME CREATED T| CREATEDBY T
Open Report - 3439007 Report - 3439007.pdf 23M0/2024 19:52  Service Process
MB&G Insurance - Your ME&G Insurance - Your
[ QOpen Dreamns Claim - Assessing Dreams Claim - Assessing 09/10/2024 13:18  Aimee Scott
Claim Claim_eitremil
MEB&G Insurance - Your MB&G Insurance - Your
& Qpen Dreams Claim - Appointment Dreams Claim - Appointment 09/10/2024 1316 Aimee Scott
Requested Requested_eitreml
O Open Distant Image Of Damage Distant Image OFf Damage.jpg 0BMOV202411:48  Service Process
- Open Declaration Dedaration_pdf 08/M10/2024 11:48 Service Process
Made with Scribe - https://scribehow.com
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26 Click "Email/forward"

Status

Position

Incident Date o1/07/2024 Reason
Delivery Date 241002017 Handler

Next Appeointment
Date

HISTORY  API

LATE DOCUMENT & VIEW MESSAGE

v Description

Bt Search

ENDER T | RECEIVED T ATTACHMENT

El emAIL cLAIMS FILES (-PDF)

Cpen

Referred

Assigned to Emmiera
Stuart Horne

23/10/2024

EMAIL SUBJECT

B emaiL cLams FILES (.ZIP)

B4 EMAIL / FORWARD

¥ CATEGORY

Ireams@mbginsurance.... | 09/10/2024 13:18

ME&G Insurance - Your
Dreams Claim - Assessing

Email Inbound

27 Double-click "Dreams - TYG Parts/Product Replacement Request Form - Non
Workflow"

FMOL Declaration

Made with Scribe - https://scribehow.com

Dreams - Parts Ordered - Delivery to Technician -

FNOL Submission Email

invoice Email Template

Dreams - Parts Received

Dreams - Rejection Reason

Dreams - Rejection Reasan - Postal Template

Dreams - Repair Complete

Dreams - Replacement Item. - Mo Inspection Needed

FMOL Dreams Claim Form

Invoice DD Email Template

MB&G Invoice Template

Customer update

Dreams - Product Under 12 Months - Referred to Dreams - Non Workflow

Dreams - TYG Parts/Product Replacerment Request Form - Non Workflow

Email Outbound

Email Outbound

Email Qutbound

Email Qutbound

Email Outbound

Email Qutbound

Email Qutbound

Email Qutbound

FROL

FROL

FROL

Email Qutbound

Email Outbound

Imwoice
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28 Add "TYGReplace@dreams.co.uk" to the forward to field

Use admin@mibed.co.uk if replacing Furmanac products

Send / Forward

Sender Dreams@mbginsurance.com
Forward To I
cC
Subject Claim 445444 - F Serra - 1204013859/1
Attachments ~ Report - 3439007 pdf
> X DO I U &5 SegosUl -~ 10pt « ﬂ * & ~ Paragraph = —
¥ oX o bt O % & | H
—_—

29

Home Tel Number

Type "Replacement" into the "Parts / product required" field

Us817 1520/

Muohbile Tel 07317 615207
Mumber

1 flarindaserra@yahoo.com
Email

Original Product Description

FRANCIS 4' GREY FABRIC OTTOMAN - ELECTRIC LIFT

Importas Ltd

Parts / Product Required

Reaszon J Fault

Accidental Damage

Iz product age = 5 Years

No

Specific Requests/Directions

Please contact customer to arrange delivery if applicable

Request by

Stuart Horne

Made with Scribe - https://scribehow.com
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30 Click "SEND"

* & ¥ Paragraph v = + (= » = » = = | Tt 1+
F Y
31 Click "NOTES"
Mrs F Serra Claim Reference () 445444
ADT3E59M FNOL Reference 1] FNOLO36334
Dream Cover Structure Beds 2nd to 8th year warrar Notification Date 02024 | Incident Date 01/07/2024 | |
General Order Date Delivery Date 241002017

VIATES  ESTIMATE PARTS  ESTIMATE LABOUR  PAYMENTS “ NOTES TASKS DOCUMENTS  HISTORY  API

+ ADD ﬁ DELETE ¥+ EXPORT + ADD TEMPLATE DOCUMENT &% VIEW MESSAGI

Category ¥

m Reset Search

ATION T FILE NAME T CREATED T CREATED BY T SENDER T | RECEIVED

15444 - F Serra - Claim 445444 - F Serra -

25/10/2024 13:58 Amy Stephensan

Made with Scribe - https://scribehow.com
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32 Click "ADD"

Status

Position

Incident Date 01/07/2024 Reason
Delivery Date 24/10/2007 Handler

MNext Appeintment
Date

HISTORY  API

'E T MNOTE

Cpen

Referred

Assigned to Emmiera
Stuart Horne

231072024

|+ADDI il DELETE

Is there anything else you wish to tell us about your claim?: Do you agree with the above

declaration?: Yes Declaration Date: 08/10/2024

unable to check dreams system - claim received - assigned to DTA

My daughters bed is an electric lift the remote control has stop working passed to Emmeria

33 Type your note then click "ADD AND CLOSE"

Add Claim MNote

New Claim MNote

Date 2511072024

Author Amy Stephenson

Claim Note Type

& ADD AND CLOSE | m

Discontinued, no parts available - replacement requested.

Made with Scribe - https://scribehow.com
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34 Click "TASKS"

ver Structure Beds 2nd to 8th year warrar

STIMATE PARTS ~ ESTIMATE LABOUR

T CREATED

08/10/202411:48

09/10/202413:18
11/10/202411:27

25/10/202413:59

35 Click this checkbox.

STIMATE LABOUR ~ PAYMENTS

23/10/2024 19:52 [ ]

091072024 13218

Claim Reference (1) | 445444
FMOL Reference |0 | ENOLO36834
Notification Date | 08/10/2024 | [ Incident Date

COrder Date Delivery Date

PAYMENTS NOTES |TASKS |\ DOCUMENTS  HISTORY  API

T AUTHOR ¥ TYPE

Service Process

Aimee Scott
Stuart Horne

Army Stephenson

Delivery Date 2410/2017

TASKS DOCUMENTS  HISTORY APl

T DUE DATE T | COMPLETED? T TYPE

Automated Task

Made with Scribe - https://scribehow.com

Homeserve Update

01/07/2024
24102017
Next A

T NOTE

Is there anything else
declaration?: Yes Dec

unable to check drea
Wy daughters bed is

Discontinued, no par

Handler Stu

Next Appointment

Date 23
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36 Change the claim status to "Accepted"

m ~* SAVE AND CLOSE m = PRINT Ed EMAIL

Status Open .
Position | Referrad =
Incident Date 017072024 Reason
Delivery Date 2411002017 Handler Accepted

Referred
Next Appolntment

Date Rejectad
Reopened

HISTORY  API

4 app | | i DELETE | ¥+ EXPORT

JMPLETED? T TYPE T

i Automated Task -
_-_-——,e-—-—--

37 Change the claim reason to "Replacement requested"

MNext Appeointment Accepted

Dat
g Claim Taken in Error - Referred to Retailer

Complaint - Rejection Overturned

HISTORY  API Complaint Resolved
Finalised
PORT
Parts Requested from Dreams
= = o O srSma i
IMPLETED? ¥ TYPE Parts Requested to Customer Small Claim =

Repair Authorised
i Automated Tas s
Repair Complete

(L [romeeneupne R i

=

1-2of 2 items o

Made with Scribe - https://scribehow.com
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38 Change the handler to your name

~* SAVE AND CLOSE m = PRINT Ed EMAIL

Status Open *
Position Accepted hd
Incident Date 01/07/2024 | [ Reason Replacement Requested v
Delivery Date 24M10/2017 Handler Stuaft Horne v
Next Appointraent | 2371012024
HISTORY  API
+ 2pp 0 DELETE X+ EXPORT
JMPLETED? T TYPE T
i Automated Task

39 Click "SAVE AND CLOSE" and remember to leave your note on the Dreams system.

ng...

Made with Scribe - https://scribehow.com
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