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Dreams System Process: Policy Validation -
Product Replaced by Dreams in the First 12
Months

1 Validate your policy by going to the "Customer Service" tab
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2 Click the grey arrow next to the SO/CSTYG number

3 Click "Line"
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4 Click "Card"
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5 If a full replacement has been done within the first 12 months, one of two
scenarios has occurred:

  1. Dreams have replaced the item due to a manufacturing defect within the first 12 months. If
this has happened, the original cover would be carried over to the new product.

  2. The customer has submitted an accidental damage claim on the original policy. The
customer would need to take out a new policy on the replacement bed for us to consider a new
claim.
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6 You can check the notes on the VCS to confirm if this has been replaced by
Dreams.

Press "Esc" to go back to the front page of the order.

7 Click "Call Log"
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8 Click "Card"

9 "Click "Logs"
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10 Use the grey arrow on the right hand side to scroll through the notes.

11 The notes will show if the item has been replaced by Dreams.



Made with Scribe - https://scribehow.com 8

12 Go back to your replacement

13 Load the customer's original order on Evo
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14 Paste the customer's SO/CSTYG number into the external reference number field.

It should look like "375A001677/1 / SOXXX"

15 Check the replacement product details
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16 If it is the same product, you do not need to make any amendments.

If the product was different, these details would need to be updated.

17 Click "Save"
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18 Select "Other" for the amendment reason

19 Type "External reference number updated" in the reason description
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20 Click "Save"


