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1 Go to "Documents"

Claim Reference (|
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Motification Date
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Q | x Repair

¥ Action

Incident Location

v Showr Incident Loc
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2  Open the report

DETAILS FINANCE POLICE PARTIES ESTIMATES  ESTIMATE PARTS  ESTIMATE LABOUR  PAYMENTS NOTES TASKS DO
+
Sender Category
J @PEN T DESCRIPTION Y FILE NAME
L]
O o MB&G Insurance - Your Oak Furnitureland Claim - MB&G Insurance - Your Oak Furnitureland Claim -
SEe Appointment Requested Appointment Requested.eitrem|
L Open Declaration Declaration. pdf
L COpen Customer Acknowledgement Email Customer Acknowledgement Email .eitreml
L Cpen FNOL All Fields FMOL All Fields.pdf

3  Click on the download

mstack L] Daily Claim Review -...

L] lssues & Breaches -...

Peer Review C

Status
Paosition
14/10/2024 Reasen

Handler

Next Appointment
Date
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-
Assigned to Emmiera =
John Jones
28/10/2024
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Bookmarks

Report - 3444335 (1).pdf & B
378 KB » Done

Report Assessment - Ordering Small

Parts.pdf
34 MB = 8 minutes ago

Report Assessment- TYG Parts.pdf
7.6 MB = 1 hour ago

Report Assessment -Replacement.pdf
3.3 ME = 2 hours ago

Desktop Assessment -Replacement.pdf
£.2 MEB » 2 hours ago



4 Use the information provided in the "Issues found" section of the report to
determine the outcome of your claim

SOILED:

BATCH LABEL PHOTO:

AWAITING INSTRUCTIONS:  No CUSTOMER AGREES: Yes
PRODUCT BOOKLET READ:  Yes REPORT ACCEPTED: Yes

Appoiniment Outcoma:  Report Only Report Only Reason Invalid ClaimMo Faulls Found

TIME TAKEN: 20 mins APPROVED. YES
REPAIRS COMPLETED: Yes  DELIVERY PROCCESS: Into the home by reteiler

INVALID SIGNATURE REFUSED: No

NOTES:

THE 15T CUSTOMER'S BUILD IS MEDIUM.

# ISSUES FOUND

ISSUE 1

IS5UE CODE: DECLINED WARRANTY CLAIM

TECHNICIAN'S FINDINGS:

ITEM: CORNER SOFA

SUEB CODE WEAR AND TEAR

Om inspection | found that customer was stating that the right hand facing recliner was rocking due to wear and tear.

LIABILITY EXPLANATION:

This is invalid s no structural demage. Movement is standard for age of reclinar.

ACTION TAKEN:

| have inspected the recliner and mechanizm and advised that this is not cowered by insurance as no structural desmage. Customer as accepted my explanation. Job closed

FAULT OUTCOME:

WORK COMPLETE - CUSTOMER HAPPY

REPORT CONCLUSHON:

The customer is fully satisfied with all the repair work camied out and has signed to confirm that the service is fully closed, no further action is required.

5 Go to "Details"

A WARNING: High number of claims on Palicy.

Palicy Holder
External Ref No
Cover Level
Underwriter

Vulnerable?

DETAILS | FINANCE

S S e
of - 7477017

?l"] Furniture Guard

Nowvus Underwriting

Mo v

POLICE PARTIES  ESTIMATES

Claim Reference (1) 446267
FNOL Reference [}y FNOLO
Notification Date 16/10/2024

Delivery Date 14/06/2022

ESTIMATE PARTS  ESTIMATE LABOUR  PAYMENTS NOTES TASKS DO

+
Sender Category
J OPEN 71 DESCRIPTION T FILE NAME
(] Open Report - 3444335 Report - 3444335, pdf
O - MB&G Insurance - Your Oak Furnitureland Claim - MB&G Insurance - Your Oak Furnitureland Claim -
nen
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7

Select your rejection reason from the drop down

Component
Purchase Date
Registration No.
Incident Category
Incident Type

Incident Detail

Incident (7

Description

Incident Cause

Cause Description

Report Reviewed (1)

Naot Reported to Us Within 7 Days of the Incident

Product Being Kepr in Storage

Products Used for Rental/Sublet or Commercial Purposes

Removal of Odours

Spill/5tain not Being Attended to Correctly

Sunlight Damage

Unidentifiable Stain/Staining

Use of incorrect cleaning materials

Use or application of cleaningsubstances

Wear & Tear
Withdrawn

Within Manufacturing Tolerance

| HAVE INSPECTED THE RECLINER AND MECHANISM AND ADVISED THAT THIS

IS NOT COVERED BY INSURANCE AS NO STRUCTURAL DAMAGE. CUSTOMER
AS ACCEPTED MY EXPLANATION,

JOB CLOSED

28/10/2024

Click "Rejection”

tear and now is unstable.

HANISM AND ADVISED THAT THIS
UCTURAL DAMAGE. CUSTOMER

Repair

Action

Incident Location

Show Incident Loc (i)
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Action

Incident Location

Show Incident Loe (1)

Leisure Repair
MBI Repair
Mobility Repair

Mobility Replacement

Mobility Settlement
Nao Fault Found
Park Home Repair
Parts Only
Recovery

Rejection

Smart Repair

Withdrawn
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8  Goto"estimates"

A, WARNING: High number of daims on Policy:

Palicy Holder
External Ref No
Cover Level
Underwriter

Vulnerable?

DETAILS  FINANCE
Asset
Component

Purchase Date
Registration No.
Incident Category
Incident Type

Incident Detail

Incident (7

T
of-7477017

(M | Furniture Guard

Neowvus Underwriting

No v

POLICE PARTIES  ESTIMATES

[ | ofl-7477017-1 - OFL M210762

of-7477017-1
Sofa
Manufacturing Defect

Structure

Date Fault Noticed: 14/10/2024

9  Scroll down to "Cost of job" on the report to get your inspection cost

v B EvoSuite - Tasks

G @ Fike

oo B Login | Fived

& EvoSuite - Login

x & Emmiera Group Report X

@ Dreams

Emmiera Group Report

Made with Scribe - https://scribehow.com

@ Service Power

C:/Users/AmyStephenson/Downloads/Report%20-%203444335%20(1).pdf

Claim Reference (i) |446267
FNOL Reference [} FNOLO
Notification Date 16/10/2024
Delivery Date 14/06/2022
ESTIMATE PARTS  ESTIMATE LABOUR  PAYMENTS NOTES TASKS DO
Q | x Repair Rejection
v Action MNon DTA Prc
Incident Location
v Show Incident Loe (D) | Mo
¥
A
@ RD Web Access X | € Scribe ] Works
~y Homeserve Job Syst... Bright HR ,—j PowerBl L] Vulne

Tel: 01384 473000 Fax; 01384 473009  Email; infodemmisrs

4

Emmiera

Group




10

Check it matches the Emmiera estimate on your claim.

If this is different, it will need updating.

e o D——

Handler

Next Appointment

i e
John Jones

28/10/2024

Date

¥  API
+app | ¥+ EXPORT = ADD CREDIT NOT
NUMBER T DESCRIPTION T ESTIMATE T PAID ¥ OUTSTANDING T PENDING 7
67 First Inspection £48.00 £0.00 £48.00 £0.00
11 Goto"Documents"
Claim Reference (1) 426267
FNOL Reference  |[[]  FNOL037172
Notification Date 16/10/2024 Incident Date 14/10/2024
Delivery Date 14/06/2022
Mext A
TMATE PARTS ESTIMATE LABOUR  PAYMENTS NOTES TASKS | DOCUMENTS  HISTORY APl
T PAYEE(S) ¥ ESTIMATE NO. T JOB NUMBER v DESCRIPTION

Made with Scribe - https://scribehow.com

FI i Inspectian



12  Click "Add"

Claim Reference (i) 446267
FNOL Reference :D FNOLO37172
Notification Date 16/10/2024 Incident Date 14/10/2024

Delivery Date 14/06/2022
Next .,

STIMATE PARTS ~ ESTIMATE LABOUR  PAYMENTS NOTES TASKS DOCUMENTS  HISTORY  API

=+ app 10l DELETE ¥+ EXPORT = ADD TEMPLATE DOCUMENT &

Category v
T FILE NAME T CREATED T CREATED BY T SENDER b |
Report - 3444335, pdf 28/10/2024 13:12 | Service Process
Taim - MB&(G Insurance - Your Oak Furnitureland Claim -

Appoiement Requesed.ciirerm 16/10/2024 12112 Service Process OFL@mbginsurance.com

13 Click "browse"

Received 30/10/2024 20:44 O]
Sender
Category
Effective From dd/MMyyyy
Effective To dd/MM vy
File Name

File

BROWSE...  Ordrop files here

Description

Party

Made with Scribe - https://scribehow.com



14  Upload a copy of the policy wording

- pen ™ @ Scribe | Works
| |
- > o~ « Documents > Policy wordings ~ &) Search Policy wordings pel
Organize « New folder = -+ [1 o werBl L] Vulne
£} Home MName Status Date modified Type
®4 Dreams Bed Cover TandCs WLM V5 11.06... ® 1471072023 15:46 PDF Document
Ej Gallery
[=-] A0 TN
# Dreams-10yr-guarantee.pdf z 20/09/2022 11:20 PDF Document
> @ Amy - Warranty g i ©
o erin-bunk-bed-Al pdf @ 07/11/,2022 08:00 PDF Document
%% Oak Furniture Land Novus V2 2020.pdf (&) 18/06/2022 12:50 PDF Document
@l Desktop »
® Oak Furniture Land Mavus V5 30,12 (1).pdf @ 06/05,/2022 01%:20 PDF Document
i Downloads #
* Oak Furniture Land Novus V5 30.12.pdf (] 18/06/2022 13:36 PDF Document
ﬂ Documents &
b’ Wayfair Furniture Protection HSV V1 01.0... (@ 07/05/2022 10:20 PDF Document
P9 Pictures » t
AR Muosic .
b = Document
File name: ~| AlFiles ) v
Cancel Eceived | 30/1C
:]
Sender

15 Choose "policy wording" from the category drop down

Sender policy wording

Category

Effective From FaL

Insurer Correspondence Inbound

Effective Ti
el Insurer Correspondence Cutbound

File Name Imvaice
File | Lemer
Notification
Palicy Cancellation
Palicy Summary
Policy Wording
Report

Witness Statement

Description

Made with Scribe - https://scribehow.com



16  Type "policy wording" in the description

Effective To

File Name

T Y Y | e

dd/MMAyyyy

Oak Furniture Land MNovus V2 2020

File Download currentfile

Description

17 Click "Add and close"

Claim Decument

New Claim Document © aoo
Received 30/10/2024 20:44 ©
Sender policy wording
Category Policy Wording

Effective From

Effective To

File Name

File

dd/MM/yyyy
dd/MM /vy

Qak Furniture Land Movus V2 2020

Download current file

Made with Scribe - https://scribehow.com

BROWSE...  Ordrop files here

Oak Furniture Land Novus V2 2020.pdf
0.2 MB

File uploaded succeasfully

@ ADD AND CLOSE m



18 Change the claim position to "Reject"

w ~" SAVE AND CLOSE m &' PRINT S EMAIL

Status Open

Position |Referred v
rident Date | 14/10/2024 Reason
Handler Scrrpled
Referred
Next Appointment
Date Rejected
Reopened
APl
EXPORT =+ ADD TEMPLATE DOCUMENT i B B LE EMAIL / FORWARD
v Description
T CREATED BY T SENDER T RECEIVED T ATTACHMENT v EMAIL SUBJECT T | CATEGORY T

19  Select your rejection reasons from the drop down list.

You can choose up to 3.

Status Open

Pasition Rejected \d
Incident Date 14/10/2024 Rejection Reasons l 0 options selected, v
" . L Removal of Odours is not Covered -
Link Expiry

) Replacement Buttons
Handler [ Storage or Transit Damage
[]_Sunlight Damage

Next A int t
i e [[] Unauthorised Repair

Date
) Wear and Tear i
ORY APl
¥+ EXPORT == ADD TEMPLATE DOCUMENT & B AIMS | : Bl emaA - EMAIL / FORWA
v Description
T CREATED BY T SENDER T RECEIVED Y ATTACHMENT v EMAIL SUBJECT T CATEGORY 1|
10:45  Amy Stephenson policy wording 3071002024 20044 Policy Wording
10

Made with Scribe - https://scribehow.com



20 Change the handler to your name.

s [ s o cose | ¢ cioxe Jg g

Status Open v
Position Rejecred ”
Incident Date 1411072024 | @ Rejection Reasons Wear and Tear v
Link Expiry
Handler John Jones v
Next Appointment ;
Date 28102024
Y APl
¥+ EXPORT + ADD TEMPLATE DOCUMENT & E K EMAIL / FORWARE
v Description
21  Click "Save"
= 0 X
ey & | & @
Formstack Daily Claim Review -... Issues & Breaches -... Peer Review Checkli... B TG > [ All Bookmarks

m " SAVE AND CLOSE m & PRINT S EMAIL

Status Open v

Position Rejected v

e 14/10/2024 | [l Rejection Reasons Wear and Tear v
Link Expiry

Handler Amy Stephenson v

Next Appointment
Date 28/10/2024

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

Tick the boxes next to the report and the policy wording.

This will send a copy of each to the customer.

Add Claim Rejection Reason Text

Rejection Reason 1 Wear and Tear

Document Attachments

LU Enen All Fields - 1AM1002024 17417

| O Policy wording - 30/10/2024 20:45
&8 Report - 3444335 - 28/10/2024 1312

[J MB&G Insurance - Your Oak Furnitureland Claim -
|Appeointment Requested - 16/10/2024 12:12
[ Declaration - 16/10/2024 12:12

[ Customer Ackn owledgement Email - 16/10/2024 12:12

»|

23

Copy the rejection reason from your spreadhseet

a Review View Automate Help

z EJ = v f?; Wrap Text J |_Genera| v| @ @ @

Nl= = — Conditional Formatas Cell

Il = = | €= 3= M & Center ~ =~ 9 <0 .00

‘_] - - - L St 8 /o 3% S0 Formatting ¥ Table v Styles >
Alignment N Number [} Styles

—

= ®

ZV§?

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

C

Insert Delete Format Y Sort&
v v v & ~ Filterv
Cells Editing

D

f]

| within the insurance contract We will not pay the claim costs arising from:

Removal of odours even when caused by

We will not pay the claim costs arising from:

Stains & Damage that is consistant with w

We will not pay the claim costs arising from:

The use or application of cleaning substan

We will not pay the claim costs arising from:

Fabric fraying and the replacement of lost

We will not pay the claim costs arising from:

Fabric fraying and the replacement of lost

not followed We will not pay the claim costs arising from:

Failure to comply with the manufactruers,

We will not pay the claim costs arising from:

Use of furniture in a manner other than th

ol =i et e R ) o )

We will not pay the claim costs arising from:
violence or vandalism.

Any damage (structural or otherwise) , soi

No fault could be found with your product.

We are unable to proceed with your claim as there is no valid cover in place.

We will not pay the claim costs arising from: By fire, fibre damage, smoke, ash, flood, win

We will not pay the claim costs arising from: 10

. Loss of resilience to the interior foam th

We will not pay the claim costs arising from:

Made with Scribe - https://scribehow.com
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24  Paste it into the rejection reason box

Add Claim Rejection Reason Text

Rejection Reason 1 Wear and Tear

Document Awachments | Policy wording - 30/10/2024 20:45
Report - 3444335 - 28/10/2024 13:12

| [J MB&G Insurance - Your Oak Furnitureland Claim -
|Appeintment Requested - 16/10/2024 12:12
[ Declaration - 16/10/2024 12:12

(] Customer Acknowledgement Email - 16/10/2024 12:12
Ll EnOl All Fislds - 1AM102024 124172 5]

25 Click "save"

n Reason Text

wason 1 Wear and Tear
We will not pay the claim costs arising from: 3. Stains & =
Damage that is consistant with wear and tear or anything
that happens gradually.

\machments | & Policy wording - 30/10/2024 20:45 - |

Report- 3444335 - 28/10/2024 1212

[J MB&G Insurance - Your Oak Furnitureland Claim -
|Appointment Requested - 16/10/2024 12:12
[0 Declaration - 16/10/2024 12:12

Made with Scribe - https://scribehow.com
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26 Choose "Claim completed" as your amendment reason

History Record

0 Save

Modifications have been made 1o one or more fields with historical change monitoring en

optional comment for this. If you wish to change the automatically calculated time please
Cancel the Save close the window.

Amendments Reason

Oaim Completed
Caim.Detail Updated
Cost Updated
Documents Updated
Excess Updated

Mid Term Adjustment
Notes Updated

The action dropdown is only supplied when certain fields on the Claim are updated. If the

required you are still given the option to amend the time that you spent in the Claim. If y¢
reason to the comments box,

Comment

27 Click "Save"

History Record

O Save

Modifications have been made to one or more fields with historical change monitoring
oprional camment for this. If you wish to change the automatically calculated time ple:
Cancel the Save dlose the window.

Amendments Reason

Claim Completed

Comment {optional)

14



28 Goto the "Notes tab" and click "Add"

Claim Reference () 446267 Status
FNOL Reference _b FNOLD37172 Position
Notification Date 16/10/2024 Incident Date 14/10/2024 Rejection Reasons
Delivery Date | 14/06/2022 Link Expiry
Handler

Next Appointment
Date

JAYMENTS NOTES TASKS DOCUMENTS  HISTORY APl

T| TYPE T NOTE

29 Type your note then click "Add and close"

Add Claim Note
New Claim Note © aoo

Date 30r10v2024

Author Amy Stephenson
Claim Note Type

Rejected - wear and tear{

Made with Scribe - https://scribehow.com

Open

Rejected

Wear and Tear
28/11/2024
Amy Stephenson

281042024

=+ apo

@ ADD AND CLOSE m

Bi
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30 Click "Tasks"

Claim Reference (1) 426267
FNOL Reference [[7 FNOLO37172
Notification Date 16/10/2024 Incident Date 14/10/2024

Delivery Date 14/06/2022

TES  ESTIMATE PARTS  ESTIMATE LABOUR  PAYMENTS  NOTES [ TASKS| DOCUMENTS HISTORY APl

! T AUTHOR T | TYPE T NOTE
241212 Service Process Is there anything else you wish to tell us abourt your
24 20:46 Amy Stephenson Rejected - wear and tear

31 Click the check-box

Delivery Date 14/06/2022 Link Expiry

Handler 4

Next Appointment
Date

STIMATE LABOUR ~ PAYMENTS  NOTES TASKS DOCUMENTS  HISTORY  API

T DUE DATE ¥.{~COMPLETED? T| TYPE
] Homeserve Update

Made with Scribe - https://scribehow.com



32

Click "Save and close"

'mstack Daily Claim Review -... JLJ Issues & Breaches -... LY Peer Review Checkli... B T5G » [ All Bookmarks

w ~" SAVE AND CLOSE m & PRINT S EMAIL

Status Open v
Position Rejecred o
14/10/2024 Rejection Reasons Wear and Tear v

33

Link Expiry | 29/11/2024

Handler Amy Stephenson v

Next Appointment
Date

281002024

Click "Save"

szon 1

machments

1 Reason Text

| 0 MB&G Insurance - Your OFL Claim - 30/10/2024 20:46  ~ |

l&nrmnintmant Rannacrad - 1AM 0024 1217

Wear and Tear

We will not pay the claim costs arising from: 3. Stains & o
Damage that is consistant with wear and tear or anything
that happens gradually.

-

Policy wording - 30/10/2024 20:45
Report - 3444335 - 28/10/2024 13:12
[[] MB&G Insurance - Your Cak Furnitureland Claim -

Made with Scribe - https://scribehow.com
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