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ADVISOR HUB – VERIFICATION

Log into Advisor Hub and 
complete verification checks 

with the customer

Complete these first steps 
using the Retail Tablet
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COMPASS PLUS – INCOME CHECK

Log into the customer’s 
account on Compass + and 

ensure to select 
‘SHOP/ENJOY’.

First, check if the Customer 
is already on Flex Pay, if 

not check if they are 
eligible for Flex Pay

Select ‘UPGRADE’
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When you select ‘UPGRADE’ 
the Income Check is 

automatically triggered

Allow the customer to 
select their income 

banding from 
the dropdown list

If the customer 
wants a standard 
upgrade or select 

‘DOES NOT WISH TO 
DISCLOSE’

COMPASS PLUS – INCOME CHECK
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If your customer does not wish 
to disclose their income or 

they are not suitable for Flex 
Pay – you will not be able to 

continue with a Flex Pay Sale. 
Select ‘DOES NOT WISH TO 

DISCLOSE’

COMPASS PLUS – INCOME CHECK



There are two scenarios for 
passing the Income check:   
- Passes with the Available 

Spend as is
- Passes but Available Spend 

is reduced
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COMPASS PLUS – INCOME CHECK PASSED

Click ‘OK’

The ‘FINANCE’ tab 
only becomes visible 

in the next screen 
once the Income 
Check has been 

completed and has 
passed
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COMPASS PLUS – INCOME CHECK 
NOT PASSED

This message indicates that 
customer is not eligible for 

Flex Pay, however you 
may offer them a 

standard upgrade instead

If the customer is an 
existing Flex Pay 

customer this 
statement will show. 
You must read out 

the mandatory 
statement to the 

customer
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COMPASS PLUS – BUILDING THE DEAL

The customer should first 
select the device they would 

like to have

The two end columns will 
show the full device cost 

and the minimum up-front 
amount the customer will 

need to pay today

Next, click on the ‘PLANS’ tab 
at the bottom to view 

the loan options
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You can see and filter Flex 
Pay and Standard plans. 
Select a Flex Pay plan

Discuss the options with 
the customer and when 

ready click ‘ADD’

COMPASS PLUS – BUILDING THE DEAL

The tariffs will be 
displayed here for the 
customer to choose 

from
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Confirm how much the 
customer wants to pay up-
front today, the remainder 

will then be on the Flex Pay 
plan to pay over 24 or 36 

months

The monthly repayment is
  updated based on the 

upfront cost and duration 
selected

Switch to Pay by Cash Price 
if the customer wants to pay 
for the device in full today.

Click ‘CONFIRM’ to add the 
deal builder

COMPASS PLUS – BUILDING THE DEAL

Note: e.g. if the cux wants to 
contribute £150 towards the 
upfront – and franchisee is 

offering £50 discount, you will 
need to increase the upfront 

cost to £200. the finance 
amount will then change to 

£390. 
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You must not apply 
discounts in EPOS 
when selling Flex 

Pay

COMPASS PLUS – BUILDING THE DEAL

Franchise Discount can be 
applied in Save Tools, you can 

discount up to price of the 
device shown in Compass+

The upfront cost must include 
the total of the customer’s 

contribution, plus any 
Franchise Discount (see next 

page for example)
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COMPASS PLUS – BUILDING THE DEAL

Enter Franchise discount 
amount here

Example:

Device cost - £530
Customer contribution - £0

Franchise discount - £50

Total Contribution - £50 Example 2:

Device cost - 
£530

Customer 
contribution - 

£0
Franchise 

discount - £50

Total 
Contribution - 

£50

Flex Pay Loan 
amount adjusted 

by £-50

Customer 
upfront today - 

£0
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Once you have built the 
basket, review with the 
customer to ensure it’s 

correct. You can change 
some items like device 

colour and Flex Pay length

Once completed, select 
‘ADD TO BASKET’

If the customer has an 
outstanding loan 

balance to pay it will 
show in the basket

COMPASS PLUS – BUILDING THE DEAL
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The Affordability Statement is 
presented once the deal has 

been built and you select 
‘ADD TO BASKET’

Read out the statement to the 
customer and select the 

customer’s answer ‘YES’ or 
‘No’

If answered ‘NO’ the value is recorded and 
the deal is added to the basket. If 
answered ‘YES’  (they do know of 

circumstances which will impact being 
able to afford the repayments) the value is 

recorded and the basket will need to be 
rebuilt so that the customer can answer 
“NO”.  Note this may be a standard plan

Click ‘SUBMIT’

COMPASS PLUS – BUILDING THE DEAL
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LIGHTICO – ACCEPTING THE AGREEMENTS

Log into Advisor Hub and 
search for ‘LIGHTICO’ in the 

search bar

Log into a Store 
Hybrid Laptop
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Log into Lightico using BT 
Webtop Auto Login

Select ‘START SESSION’

LIGHTICO – ACCEPTING THE AGREEMENTS



INTERNAL V1.2 18

Enter the customer’s CTN 
and their full name

If the customer prefers to 
have the documents sent to

 their email – change the 
toggle to email

LIGHTICO – ACCEPTING THE AGREEMENTS
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Select ‘WORKFLOWS > EE 
FLEX PAY > FLEX PAY 

JOURNEY’

LIGHTICO – ACCEPTING THE AGREEMENTS
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Select ‘STANDARD UPGRADE 
TO FLEX PAY’ if the customer 

isn’t already on Flex Pay or 
select ‘FLEX PAY TO FLEX 

PAY’ if they are already on a 
Flex Pay Plan 

LIGHTICO – ACCEPTING THE AGREEMENTS
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Complete all the fields.
Select the device the 

customer is upgrading to 
from the dropdown list

Check RRP is correct, enter 
the amount customer is

 taking on Device Credit and 
the upfront cost amount (if 

applicable) 

LIGHTICO – ACCEPTING THE AGREEMENTS



INTERNAL V1.2 22

If applicable, enter any 
discounts towards the

device, this must match 
the amount added in 

Compass Plus

Select the Credit Agreement 
Tenure – 24 or 36 months. 

LIGHTICO – ACCEPTING THE AGREEMENTS
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If applicable, select insurance 
– enter in the cost, 

replacement excess and 
repair excess (must match 

Compass Plus)

Select any Bundles or Add 
to Plans (if applicable)

LIGHTICO – ACCEPTING THE AGREEMENTS
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If applicable, select the Early 
Upgrade Fee and discount 

amount if there is one

Select ‘FREE DELIVERY’

LIGHTICO – ACCEPTING THE AGREEMENTS
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Once you have completed 
all the relevant fields, 

click on ‘SET’

Click on ‘SEND’ to send 
the order to basket

LIGHTICO – ACCEPTING THE AGREEMENTS
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The agreement will be sent to 
the customer. They will be 

able to view and accept the 
documents on their device

The customer can view the 
documents on the tablet – 
click on the eye icon. Note: 
they will still need to accept 

on their own device

Ensure the customer 
selects the same spend 

cap that you have 
agreed on in Compass 
Plus. If the customer 

wants to change this – 
you will need to rebuild 
the offer on Compass 

Plus

LIGHTICO – ACCEPTING THE AGREEMENTS
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The documents will appear 
like this on the customer’s 
device. They must approve 
each section to continue

LIGHTICO – ACCEPTING THE AGREEMENTS
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Once each document has 
been accepted by the 

customer -  a tick will appear 
in Lightico confirming the 

documents have been 
completed. This will allow you 
to move onto the next stage

Keep the Lightico session 
open as you’ll need to use it 

later to send the finance 
documents to the customer

LIGHTICO – ACCEPTING THE AGREEMENTS
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Search for and launch 
‘EXCALIBUR HYBRID’ from 

Advisor Hub

EXCALIBUR HYBRID – COMPLETING THE 
ORDER

If the customer has an 
outstanding loan 
balance, contact 

Customer Care to take 
this payment before 

launching EXCALIBUR 
HYBRID
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Click ‘BAN’ and search for
the customer’s account

EXCALIBUR HYBRID – COMPLETING THE 
ORDER
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Select ‘UPGRADE’

EXCALIBUR HYBRID – COMPLETING THE 
ORDER
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Enter the SEC code.
All Franchise stores 

enter ‘FRFP’ (do not enter 
your existing FC code)

Enter your store code and 
press ‘OK’. A 0 is required in 
front of 4XXX store codes. 
RXXX stores are entered as 

normal

EXCALIBUR HYBRID – COMPLETING THE 
ORDER
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Select ‘RETRIEVE FROM 
COMPASS’

Please note – you cannot
 build the order manually for 

Flex Pay

EXCALIBUR HYBRID – COMPLETING THE 
ORDER
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’
Check that all the details 

are correct

’
If the customer requires 
a new SIM – select ‘SIM 
REQUIRED’ , otherwise 

click ‘CONTINUE

EXCALIBUR HYBRID – COMPLETING THE 
ORDER
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If you have already 
completed the OTP 
verification within 

Advisor Hub – you will 
not be required to follow 
this process again. The 
‘SKIP’ option will appear 

in this scenario

Send the OTP to the 
customer for verification. 

Select the customer’s CTN 
from the drop-down options

EXCALIBUR HYBRID – COMPLETING THE 
ORDER
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If you need to apply changes 
to the customer’s personal 
details – click on the edit

 icon. Otherwise, click 
‘CONTINUE’

EXCALIBUR HYBRID – COMPLETING THE 
ORDER
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‘No Questions’ EIV is 
mandatory for Flex Pay 

if the address has 
changed in the last 30 
days or since last pre-

screening

If the details in Excalibur 
don’t match those held 

by Equifax the check will 
fail. If EIV Lite fails, the 

customer should contact 
Equifax to check and 

update the details they 
hold

If there is a technical 
failure with EIV – 

complete a manual EIV 
No Questions in 

Luminate and paste the 
reference in Excalibur

EXCALIBUR HYBRID – COMPLETING THE 
ORDER
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Click on the  ‘PROMO 
CODE’ drop down menu and 

select ‘EE FRANCHISE 
RETAIL’ for Franchise 

stores

Select ‘GET DELIVERY 
OPTIONS’

The system automatically 
selects the next available 

delivery day. If the customer 
prefers a different date – click 
on the calendar icon for more 

options

Free Delivery for orders 
delivered Monday-

Friday. However, there 
is a charge for 

deliveries made on the 
weekend

EXCALIBUR HYBRID – COMPLETING THE 
ORDER
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Click the edit icon

Enter the customer’s contact 
details – please note, this 

must match the details you 
initially entered the first time 
you completed Lightico in the 

earlier stages

EXCALIBUR HYBRID – COMPLETING THE 
ORDER
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Once the finance 
documents show as 
‘READY TO SEND’ – 

click ‘SEND TO 
CUSTOMER’

Click ‘CREATE SESSION’

EXCALIBUR HYBRID – COMPLETING THE 
ORDER
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Once the customer has 
signed the documents, the 

status will update to  
‘SIGNED BY CUSTOMER’ – 
note, sometimes you may 
have to click ‘REFRESH’ 

Click ‘VALIDATE AGREEMENT’

EXCALIBUR HYBRID – COMPLETING THE 
ORDER
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If the customer needs Time 
to Think or review the 

documents then click ‘TIME 
TO THINK’. The customer 
will be sent a link to the 

documents

The customer now has 
48 hours to return to 

take the discussed deal.  
After this the deal will 

need to be rebuilt.
Stock is not held or 
reserved for Time to 

Think orders. Ensure the 
customer understands 

delivery guidelines 
could change when 

they return.  You must 
never discourage a 

customer from using 
Time to Think.  Ensure 

you explain stock 
timelines factually.

If the customer has accepted 
the documents, click 

‘VALIDATE AGREEMENT & 
CONTIINUE’. 

EXCALIBUR HYBRID – COMPLETING THE 
ORDER
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Once validated – the status 
will update again (click 

refresh)

Ensure you have selected  
‘YES’ to email confirmation. 

Tick the confirmation box for 
summary and then click 

’CONTINUE’

EXCALIBUR HYBRID – COMPLETING THE 
ORDER
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EPOS– PAYMENTS

If Excalibur Prompts for a 
payment you must take this 

first in EPOS from the 
customer

Search for the relevant 
Article and enter the amount 

Excalibur is asking for 
and the BAN as the 

reference

You can only take payments 
by card from the customer

Cash Price should only 
be used when the customer 

is paying the cash price
 for the device (Not used to 

indicate a payment by cash). If 
an EUF is required use the 

following VAS in EPOS

Article Tariff Description Till Receipt

950021437 FLEX PAY CASH PRICE FLEX PAY CASH PRICE

950019599 FLEX PAY UPFRONT COST
FLEX PAY UPFRONT COST
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You must now make the 
payment using the 

Franchisee dedicated card 
for Flex Pay up-front costs

Select Use a different 
debit/credit card

EXCALIBUR HYBRID – COMPLETING THE 
ORDER CONT…

Select ‘CHAT’ and No to 
register Card Details You must not use 

any registered 
cards on the 

account
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EXCALIBUR HYBRID – COMPLETING THE 
ORDER CONT…

A pop-up will appear. Click 
‘COPY’ to copy the payment 

link

Note – if the customer paid 
within Excalibur using one 
of their existing registered 
cards – the order would be 
completed once payment 

cleared
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Enter the CTN for the device 
being used to process the 

payment 
and click ‘OPEN’

Click ‘BILLING & PAYMENTS’ 
and ‘PAYMENT’. Select 

‘SECURE PAYMENT LINK’

Paste the URL link 
Excalibur provided into 
the template replacing 

secure_payment_url

Click ‘SEND SMS’

Open Advisor Hub and
Launch ‘TEMPLATE 

MESSAGES’

EXCALIBUR HYBRID – COMPLETING THE 
ORDER CONT…
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Remember to 
enter the 

Franchisee card 
details

Once the payment has been 
processed you will receive a 

tick under the payment 
screen on Excalibur Hybrid. 
Click ‘OK’ to complete the 

order

EXCALIBUR HYBRID – COMPLETING THE 
ORDER CONT…
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EXCALIBUR HYBRID – COMPLETING THE 
ORDER CONT…

Once the order has been 
successfully completed – the 

following message 
will appear
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LIGHTICO – CONTINGENCY PROCESS

If you see this error message, 
there is a problem with the 
integrated links between 
Excalibur and Lightico.  

Press ‘OK’ to proceed with
the contingency process
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Click ‘COPY – FINANCE 
BCP TOOL’

LIGHTICO – CONTINGENCY PROCESS
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Click ‘START 
CONVERSATION’

LIGHTICO – CONTINGENCY PROCESS
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Click ‘DEVICE FINANCE 
BCP JOURNEY’

LIGHTICO – CONTINGENCY PROCESS
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Click ‘INPUT’

LIGHTICO – CONTINGENCY PROCESS
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When the customer has 
either acknowledged or 
signed as required, the 

‘WAITING FOR CUSTOMER 
TO COMPLETE’ note will be 
removed. Click ‘EXPORT’ to 

continue

LIGHTICO – CONTINGENCY PROCESS
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Click ‘INSERT – 
‘FLEX PAY BCP JOURNEY’

Once successful – you will get 
the following message. Ensure 

to tick the confirmation box 

LIGHTICO – CONTINGENCY PROCESS

Next Click ‘CONTINUE’ and 
follow the guide from page 39 

to complete the order 



INTERNAL V1.2 57

EXCALIBUR HYBRID – TIME TO THINK

If the customer needs Time 
to Think or review the 

documents then click ‘TIME 
TO THINK’. The customer 
will be sent a link to the 

documents

The customer now has 
48 hours to return to 

take the discussed deal.  
After this the deal will 

need to be rebuilt.
Stock is not held or 
reserved for Time to 

Think orders. Ensure the 
customer understands 

delivery guidelines 
could change when 

they return.  You must 
never discourage a 

customer from using 
Time to Think.  Ensure 

you explain stock 
timelines factually.

If the customer has accepted 
the documents, click 

‘VALIDATE AGREEMENT & 
CONTIINUE’. 
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EXCALIBUR HYBRID – RESUMING TIME TO 
THINK

Cancelled - Time to Think 
order that has been 

cancelled. A new order will 
need to be processed

Expired - An order where 
more than 48 hours has 
passed. A new deal will 

need to be built
Resume – the current offer 

is still active- you may 
continue with the same 

deal
Discard Offer – to clear the 

current offer and build a 
new one 

Open the BAN in Excalibur
 and Select ‘RESUME OFFER’ 
to continue. (Follow the KHG 

from the beginning  to 
complete the sale)

If the customer is no 
longer eligible to 

upgrade or does not 
have enough available 

spend the order will not 
be allowed

Only cancel Time to 
Think orders 

if the customer does 
not want 

to go ahead
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VERSION CONTROL

Version Date Reason for change Owner of change

1.2 07/09/23
Updated Franchise discount section – upfront cost must include the total of 

customer’s contribution. Example page added.
Nargis Mohamed

1.1 04/09/23 Added ‘EUF VAS’ to EPOS page Nargis Mohamed

1.0 02/07/23 Pack updated to support Franchise Nargis Mohamed
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