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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

INTERNAL V1.2

Retail Albert Complaints Tools Reminders ves

[Huo = ' R &

New Contact

S ;

:

[] o g
,

N
Account: 176783799 ]

Customer assistance:
Add a transfer note
Customer type:

Telephone number:

‘ Customer Security

Customer name | select customer... v

Service status:

Account number:

Account type:

Authentication level: Verification required
Contact source: None

Contact Channel: None
Disconnection risk Low

Contact in the last 7 days None

New sales & general support Different account



COMPASS PLUS — INCOME CHECK

Log into the customer's

ensure to select
'SHOP/ENJOY".

account on Compass + and

is already on Flex Pay, if
not check if they are
eligible for Flex Pay

First, check if the Customer

Select 'UPGRADE’

INTERNAL V1.2

8 Compass Plus
search (8

CUSTOMER DETAILS

+ New Customer

Searc

Ly Store Code »
. Customer ID*

‘. Select where the sale is
. being processed »

Shop/Enjoy
Hybrid
("Clear )

. s 1

- CUSTOMER DETAILS m

ELIGIBILITY

. O super User Offers?

User type ERRRRARTR-CTH, Vs
Customer name DFT Joecececnnns.,,
Account holder D/ i
CTN (o))
Mo of CTN 3
Usage infg Mot Allowed
ex Pay line Mo
ex Pay account Na
Account number
Pastcode
Spend Cap ———
Auto switch No

ey
ceu.

Call reason

D
Upagrade

PRODUCT HOLDING

ELIGIBILITY

Contr dates

BAN available spend
Contr tenure

Cust tenure

Contr length

Days remain

Add line elig

4GWifi cust

Cust ATP eligible?
Initial ATP awvail spend
Enjoy area?

HEBE line check
Credit Class

Mobile checker

Usage

*

30/03/2022 - 30/03/2024

Upq elig date ligible Now
* CElex Pay elig e

£365.83

9 Months

2 Years and 2 Months
24 Months

436 Days
Yes-2
No

Y-5
£360.00
Yes

click here
a8

click here

sandip. B

PRODUCT HOLDING

Plan

Contr device
Insurance

HEB

BT HBE

EE/BT Benefits
Smart Wifi User
MP data boost
Avg bill amount
Recipient
Detailed PH

SHOW LESS



COMPASS PLUS — INCOME CHECK

-

\_

the Income Check is
automatically triggered

~N

When you select ‘UPGRADE’

J

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’

INTERNAL V1.2

ADVISOR: Enter account holder's annual income to progress device offers

[ Please select an income band ... vl Income Calculator

Income Calculator

£0-£12.299
[E25532 00s D)

£15,000 - £17.499
£17.500 - £19.999
£20.000 - £22.499
£22.500 - £27.499
£27.500 - £29.999
£30,000-£34999
£35.000-£39.999
£40.000 - £49.999
£50.000 - £69.999
£70.000~




COMPASS PLUS — INCOME CHECK

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’

SHOW MORE

ADVISOR: Enter account holder's annual iIncome to progress device offers

{muso $010CC an income band ... v ’ Income Caiculator
l veasc soect a0 ncome vana |
~ Does not wish to disclose
£0-£12499

'£12,500 - £13.999

~ £15,000 - £17.499
£17.500 - £19,999
£20,000 - £22,499
£22.500 - £27.499
£27.500 - £29.999
£30,000-£34,999
£35,000-£39.999
£40,000 - £49.999
£50.000 - £69.999
£70.000+

INTERNAL V1.2



COMPASS PLUS - INCOME CHECK PASSED

8 Compass Plus -+ Naw Customar

(I'here are two scenarios for\
passing the Income check:
- Passes with the Available

Spend as is °
R Income chack passed o Income check passed
- Passes but Available Spend e G4 sl spae (e maak: £190
is reduced Dizouss and amend the deal if required

N~ < >

m The 'FINANCE' tab
only becomes visible
in the next screen
Click 'OK’ — — once the Income
Check has been
completed and has
passed

INTERNAL V1.2 7



COMPASS PLUS — INCOME CHECK
NOT PASSED

( \ 8 Compass Plus
This message indicates that
customer is not eligible for
Flex Pay, however you
may offer them a
\Standard Upgrade InSteadJ Customer has not met income criteria

| Offer a standard upgrade

m If the customer is an

existing Flex Pay

customer this
statement will show. o

You must read out
the mandatory ADVISOR ACTION: Read Mandatory Statement

statement to the MANDATORY STATEMENT: Unfortunately your income check hasn't met the expected criteria. This means that we can't continue with

your order today, including selling you any additional lines or allow you to purchase any chargeable add-on's including add to plan which
customer have a minimum commitment greater than 30 days.

| Please contact us againin 30 days when we can reassess your eligibility |

INTERNAL V1.2



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

INTERNAL V1.2

1 520 21 5 1=1 >

Stock

Uptate ¥ Manufacturer ¥ Model ¥ Memory (GB)  Colour ¥ Speed ¥ Device cost ¥ Min upfront

Apple Lnggem NC cac8 46 £510.00 £20.00 m

Apple 22%%”;” NC 12868 46 £558.00 £20.00 m
E ........... ARG oo PRONG TLNG, g ggesceeee et it . T £702.00 £30.00 m

. Apple ;spggge 1Pro 6468 4G £866.40 £30.00 m

. Apple izghs"g; TP 255 6a m

Add ons Accessories Add to



COMPASS PLUS - BUILDING THE DEAL

4 )

The tariffs will be
displayed here for the
customer to choose

from :
12 3 4 5 6 7 8 9 10 .. >
\ j ¥ Plans iy ¥ Sale type ¥ Plan type ¥ MRC ¥ Contract length ¥ Upfront cost ¥ Data
EE Full Works iPhone £47 - _z,4m‘ Device finance Full Works iPhone £47.00 24 months N/A Unlimited m
EEFull WOFKS_L,'N{;W -24m Device finance Full Works Android £47.00 24 months N/A Unlimited Add
E_E.Srﬁ.arl: iPhone 4GB £28 - 24m Device finance Smart iPhone £28.00 24 months N/A 4GB Add
You can see and filter Flex
Pay and Standard plans. . EE Smart iPhone 40GB £32 - 24m Device finance Smart IPhone £32.00 24 months N/A 40GB Add
Select a Flex Pay plan

EE Smart iPhone 10GB £32 - 24m Device finance Smart iPhone £32.00 24 months N/A 10GB Add

EE Smart iPhone 100GB £38 - 24m Device finance Smart iPhone £38.00 24 months N/A 100 GB

EE Smart iPhone Unl £43 - 24m Device finance Smart iPhone £43.00 24 months | ,.eeee** N7 Unlimited m

ceceee®®

EE Smart 4GB £28 - 24m Device finance | .‘erw:-AnUT‘éi&" £28.00 24 months N/A 4GB dd

Discuss the options with
the customer and when .
ready click 'ADD’

INTERNAL V1.2 10



COMPASS PLUS - BUILDING THE DEAL

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

INTERNAL V1.2

Device Finance Amount Upfront Cost Duration Monthly Repayment Pay Cash Price

..........
......................

...................

e e

.......
ceas

Devices Add ons Accessories Add t¢

[NOte: €.g. IT 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
£290

"



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+

SHOW LESS

Deal builder

0 Uorode

RCT1v
EE& BT 30%
@ Discount -£8.70 @ Fronchise 50 @ BhicicEya Your basket Upfront MRC

APPLE IPHONE 11 NC 128GB

Winning the Household offers £50.00 000 fJ
Flex Pay amount o ey

£480.00

Monthly Membership Discounts Franchise Discount

A

You must not apply
discounts in EPOS
when selling Flex
Pay

The upfront cost must include
the total of the customer's
contribution, plus any
Franchise Discount (see next
page for example)

INTERNAL V1.2

EE All Rounder iPhone 5G8

@ Double Data €29 £0.00 £29.00 ﬁ
Franchise £5000 €000 [
Visual Voice Mail £0.00 000 [

Total £0.00 £42.33

rrrrrr s Addons ()  Add toplan Trade In

In 4G/56 area 5G Resident

Device Flex Pay Amount Upfront Cost Duration Monthly Repayment Pay Cash Price

®  Ussreie

Apple iPhone 11 NC 12868 £480.00 £50.00 v £1333 RCT 1w
° 7 Your basket Upfront MRC

. APPLE IPHONE 11 NC 12868

e
e
ver £0.00 o0 O
e
L EE All Rounder iPhone 568
s £0.00 2000
Visual Voice Mail £0.00 00 [
Total €000 £29.00

—

Add to plan Trade In

12



COMPASS PLUS — BUILDING THE

4 )

Example:

Device cost - £530
Customer contribution - £0
Franchise discount - £50

\ Total Contribution - £50 j

Enter Franchise discount
amount here

INTERNAL V1.2

In 4G/56 area

5G Resident

Device Flex Pay Amount Upfront Cost

£50.00 v

Duration Monthiy Repayment Pay Cash Price

Apple iPhone 11 NC 128GB £480.00

1333

DEAL

[ Deatbuiiger |

@ Ussrede

RCT1v

Monthly Membership Discounts

@ R ©) >

Double Data

Winning the Household offers

oe® =
@_ o ¢ Buble Data
e

%)  Add toplan

B Usorede

Your basket

Upfront MRC
APPLE IPHONE 11 NC 12868

Black v £50.00 000 [
Flex Pay amount -
NA £1333

EE All Rounder iPhone 568 151
=f £0.00 2000 [

Franchise £5000 €000 [J
Visusl Voice Mil £0.00 B

Total €0.00  £4233

G A CED
:

Flex Pay Loan
amount adjusted
by £-50

Customer
upfront today -

£0 j

13



COMPASS PLUS - BUILDING THE DEAL

Deal builder
Once you have built the Vour bask ot MRC
. . t t
basket, review with the ourbaske piren
.y APPLE IPHONE 11 NC
customer to ensure it's E sics

foreresatarys,e 000 00 nnae
LA

correct. You can change I

‘ . ' e >W 20,00 000 B
some items like device Ceeereannn., - 0]

ces *<+es. FiNance amougt -
colour and Flex Pay length “S /A £13.81

£490.00

Early Upgrade Fee £453.70 £0.00

EE Full Works iPhone £41 -

—-—
24am £0.00 £41.00 U

Once completed, select
‘ADD TO BASKET'

e £7.99 Damage Cover With ACS £0.00 £7.99 ﬁ
i "'-.,. Excess Replace Band C-£100 £0.00 £0.00
Al visual Voice Mail £0.00 g0.00 [J
If the customer has an GIGDLTER 2000 00 T
outstanding loan e, —
; ) BT Sport App Ultimate £0.00 €000 [J
balance to pay it will
show in the basket e HAiS fa7370 £80 30 !
Your Device .."~.. Your Plan Your Addons
Loan Amount £131548  SplitPlan24m £38.00

Total Device MRC £36.56 "-.Iotal after discount  £26.60 Total Addons £25.00

INTERNAL V1.2




COMPASS PLUS - BUILDING THE DEAL

The Affordability Statement is
presented once the deal has
been built and you select
‘ADD TO BASKET'

ADVISOR: Confirm customer's ability to pay the agreed monthly amount to finalise the deal (Read statement below)

Are you aware of anything in the foreseeable future, financial or otherwise, that may affect your ability to pay for your device and your plan?

( No )( Yes )
Read out the statement to the m

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
Click ‘SUBMIT _ 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

INTERNAL V1.2 15



LIGHTICO — ACCEPTING THE AGREEMENTS

Log into a Store
Hybrid Laptop

_ No upcoming actians or reminders.

Log into Advisor Hub and
search for 'LIGHTICO' in the
search bar

INTERNAL V1.2

88 %
I H Ub Albert E;Es Complaints

lighticdl v ' Home

@ Advanced Actions and Reminders

Lo

16



LIGHTICO — ACCEPTING THE AGREEMENTS

21C Authentication: Login

IOl T Webtop Auto Login

......................... .

Log into Lightico using BT
Webtop Auto Login

Select ‘START SESSION'

INTERNAL V1.2 17



LIGHTICO — ACCEPTING THE AGREEMENTS

Enter the customer’'s CTN
and their full name

@ Pre-plan Session

If the customer prefers to
have the documents sent to
their email - change the
toggle to email

INTERNAL V1.2 18



LIGHTICO — ACCEPTING THE AGREEMENTS

Al sett Waiting for customer to connect.

SeleCt ,WORKFLOWS > EE ........................................................................ .
FLEX PAY > FLEX PAY O U ° L
JOURNEY' ............................................................ Lzt

# Flex Pay Joumney
(@ Flex Pay Disconnection
@ Security

@ Standalone Interactive Assets

INTERNAL V1.2 19



LIGHTICO — ACCEPTING THE AGREEMENTS

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

INTERNAL V1.2 20



LIGHTICO — ACCEPTING THE AGREEMENTS

Standard upgrade to Flex Pay upgrade

You

Complete all the fields.
Select the device the
customer is upgrading to
from the dropdown list

Standard upgrade 1o Flex Pay upgrade

Your De

Check RRP is correct, enter
the amount customer is
taking on Device Credit and
the upfront cost amount (if
applicable)

INTERNAL V1.2



LIGHTICO — ACCEPTING THE AGREEMENTS

If applicable, enter any
discounts towards the
device, this must match
the amount added in
Compass Plus

Standard upgrade to Flex Pay upgrade

Select the Credit Agreement
Tenure — 24 or 36 months.

INTERNAL V1.2

Your Device
Devioe *
iPhone 14 5G 128GE Blue
Device RRP£*
819
Devics Credit £
0.00
Device Upfront Payment £ *

100.00

Crdit Agreement Tenura *
36 months

o PR

0%

Your Plan

Plan *

Plan Cost *

Plan Discount £

Plan Discount %

Discount Length

Add New

22



LIGHTICO — ACCEPTING THE AGREEMENTS

Standard upgrade to Flex Pay upgrade

Your Device

If applicable, select insurance e 55 s e
- enter in the cost,
replacement excess and

. T
repair excess (must match | - -

Cract Ageament Tenurs *

Compass Plus)

PR

0%

Your Plan

Piant
EE Full Works £48

Pian gost *
4800

Pian Discount £

Plan Discount %
10

Discount Lengih
24

Your Add-ons

Insurance * CostE

Select any Bundles or Add
to Plans (if applicable)

Replacement Excess £ Repair Excess £

@  Bune v Cosif
) @  Aeawean + Upfront€ ATP Cost
Your Deal extras

Upgrads Fes &
0.00

Upgrade Fee Discount &
0.00

Maks Up Fee &

INTERNAL V1.2 23



LIGHTICO — ACCEPTING THE AGREEMENTS

Standard upgrade to Flex Pay upgrade

If applicable, select the Early
Upgrade Fee and discount
amount if there is one

Your Add-ons

Insurance * CostE
AppleCare with full cover v 1349

Repair Excass £
50.00

Replacement Excess £
100.00

Bundie CostE
@ 100 UK to EU minutes v e84

CostE

@ Bundle v 0

Add to Plan Upfront £ ATP Cost
@  Appls HomePod Starter Kit ¥ 1000 2500

'-, Your Deal extras

Upgrae Foe £
100.00

Upgrade Fee Discount £
0.00

Make Up Fee £
0.00

Device Damage Fee £
0.00

MRC Trade In Discount £

Select 'FREE DELIVERY"  peeeeennnniiill,

DEHV&N Option:
Delivery *

..... D Free delivery v

Add New

Please select if Usage Info requires action in Excalibur

Add New

INTERNAL V1.2



LIGHTICO — ACCEPTING THE AGREEMENTS

Upgrade 1 of 1

Once you have completed
all the relevant fields,
click on ‘'SET’

Your - oma
100 UK 1o EL miwes

ppieCare wilh i cover

pp HomaPod Starer Kt

Click on ‘'SEND' to send
the order to basket

MR Trade In Discount €

Delarery Option:

Fres sbrecy

Pleasa swoct Usaga ke requres actan n Escaur

INTERNAL V1.2 25



LIGHTICO — ACCEPTING THE AGREEMENTS

4 )

The agreement will be sent to
the customer. They will be
able to view and accept the
documents on their device

\ / TT Current session: Test Test |
*
The customer can view the @ Q 170172023 12z
documents on the tablet -

‘& Flex Pay Journey
click on the eye icon. Note: > Baskei Approval
they will still need to accept

_____ I .
. . 4 Spand Ca
on their own device | el = ¢
........ » Terms & Conditions

|
‘L I © Pending

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

INTERNAL V1.2 26



LIGHTICO — ACCEPTING THE AGREEMENTS

\) Terms & Conditions
Approval
( \ / Page 1 / 3

Page 1 / 1

The documents will appear . 8 IMPORTANT UPGRADE TERMS §
like this on the customer’s

device. They must approve
each section to continue

CPIn{Conmumer prica indes)

Register for My EE to view your documents

Document is ready for your

\ ) L) . i b acki b ot approval

You're currently reviewing documents
relating to your order. By clicking
‘Approve’, you are agreeing to the
information within that document. Are
you happy to continue?

Premium number access charges
E contracts the EE access ch ¢

INTERNAL V1.2 27



LIGHTICO — ACCEPTING THE AGREEMENTS

Once each document has
been accepted by the
cgsto.mer. -3 tICk.WI|.| appear GR Current session: Test Test
in Lightico confirming the  |-... —e
documents have been | e
completed. This will allow you| el
to move onto the next stage @

.......... :T_;: Sl 9,, Journey
......... DY Basket Aporovel

& -~
Spe~c Cap
Geogle Ponl 8 5G 123G8 Slack: YCAPNONE

Teems & Constons
EE Moble - PCI ang C5 - Plex Pay
Important upgrade terms no charger

Keep the Lightico session

(«

open as you'll need to use it = Ungrade Anysme
later to send the finance No insurance taken
Drect cabt for cevica fnrante

documents to the customer

INTERNAL V1.2 28



EXCALIBURHYBRID - COMPLETING THE

ORDER

Search for and launch
‘EXCALIBUR HYBRID' from
Advisor Hub

...................

A |

If the customer has an
outstanding loan
balance, contact

Customer Care to take

this payment before
launching EXCALIBUR
HYBRID

INTERNAL V1.2

My Notes ~

Home

Actions and Reminders

No upcoming actions or reminders.

[nla]
oo

Apps

Tools Reminders

Keeping up to date

Net

Contact Cntre
Communications

Contact Centre
Incident Management

29



EXCALIBURHYBRID - COMPLETING THE
ORDER

tttttttttttttttttttt

NNNNNNNNNNNN



Select 'UPGRADE’

INTERNAL V1.2

Dwrect Dobit

Plan & Device Details

Usoge

=

Unlimited

Extro Chorges
€000
€000

Detoils

Current Services

L2 ) Hay 23 Jun23
2
Detoils
LAST PAYMENT Payment History
£77.79 Paid Succossfully
Diroct Dobit 12 Jun 2023
Plon & Devices CTN Profde
~ @ . »
EE Full Works £48 ©
L22APFO4

£94.91 o month
S No' 89443036029871736060
Spend Cop. £0,00

Plan Contract

Stort Date 02 Fet 2020
£nd Dote: 02 Feb 2022

Doy left Not Avarable

Xperia 101V 56
W 351751472027840

Upgrade Elgibilty @ “22'!1"'

Totol manthy Charges: €54 91 @
Pion Stort Date 02 Fab 2023
Change Plan

Terminatien Fee @
Yodoy: £0.00
After 30 Doys. €000

Barvice Menthvy Charges: £0 00 v

EXCALIBURHYBRID - COMPLETING THE
ORDER

Add Case ID
Add )

Special Instructions ¢
022 0930 AM

‘Customer port of the EE Device
Finance testing Pleos

RECENT MEMOS

.
™
IN 8112436
Pt
uthenticat
.
1 date
.
N
) for Exco
£07 Re
.
.
™
07943268400

31



EXCALIBURHYBRID - COMPLETING THE

ORDER

Enter the SEC code.
All Franchise stores
enter 'FRFP’ (do not enter
your existing FC code)

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

normal

INTERNAL V1.2

EDIT SALES ENTITY

Sales Entity

CUST - EE CUSTOMER SOCS

I

574 - GMC Mobile Comms

A0O1 - M020 SERVICE CENTRE

A002 - HENDON SERVICE CENTRE

A003 - END-TO-END TEST B CLEMENTS

A010 - GOLDERS GREEN ELECTRONICS

A0 - MAINSPOT LIMITED

32



EXCALIBURHYBRID - COMPLETING THE
ORDER

Select 'RETRIEVE FROM
COMPASS'

(

\_

\

Please note — you cannot

Flex Pay

build the order manually for

J

INTERNAL V1.2

Home > Bosket

Basket Sales Enuty RTOB

1 PACKAGE

U

Store 1D 04147 - RETAIL OUTBOUND ¢

*, 1 Select offer to proceed with the configuration

(0) Retrieve from Composs

Build Order Manually

SUMMARY

07496895504

No records to display

33



EXCALIBURHYBRID - COMPLETING THE
ORDER

Google Pixel 712668

[~ U Device mow PAY NOW Black
PLAN
Google Pixel 712868 Black | 1n s10cx £550 00
EE Full Works £40 £40.00
L22APFO08
H Device Discount -£550.00 Add-ons @ Froe
Check that all the details
Device Finance £133
are correc t 36 months Credit Agreement Total(inc vAT)
Total Finance Amount Payable’ £408 00 @
Pay Monthly £51.33
Device £33
o Plan " ow Plon £40.00

EE Full Works £40 @ £40.00

L22APFOS 24 month controct

Spend Cop £0 00

Included Services Froe Freo
If the customer requires ~ @ Add-ons
a new SIM - select ‘'SIM YCAPZEROE Froe Froo

REQUIRED', otherwise T, TR

click ‘'CONTINUE AR - R e

Totl e £51.33 £0.00
PARVAT Device £133 | Ploh+£40.00
*e

INTERNAL V1.2



EXCALIBURHYBRID - COMPLETING THE

ORDER

Send the OTP to the
customer for verification.
Select the customer’'s CTN

from the drop-down options

I
d‘ 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

INTERNAL V1.2

e 8 @&

CTN Create

Home > Bosket

Basket = Sales Entity: RTOB = Store ID: 04147 - RETAIL OUTBOUND & = BAN Avodoble Spend: £199 39

1 PACKAGE | 1upprave v SUMMARY
2 VERIFICATION v
One-time PIN Poy Now

Select CTN Google Pixel 712868

Block
— « Pay Monthly
....... 8409 =
....... 5504 Skip Continue Google Pixel 7 12868
Block
PLAN
DEVICE FINANCE CHECKS EE Full Works £40
L22APFO8
Add-ons @
DELIVERY

Total (e vaT)

. Pay Monthly
ACCEPTANCE

Dovice

Plon

Free

£nas

£40.00

Froe

£51.33
£Nnas
£40.00

35



EXCALIBURHYBRID - COMPLETING THE

ORDER

If you need to apply changes
to the customer’s personal
details - click on the edit
icon. Otherwise, click
‘CONTINUE’

INTERNAL V1.2

Home > Bosket

Basket

Soles Entity. RTOB

1 PACKAGE | 1upproos

2 VERIFICATION 1019 venticotion Su

3 DEVICE FINANCE CHECKS

Address Validation

@ You must confirm with the customer that

Date of Birth

Current Address

Store ID. 04347 - RETAIL OUTBOUND <«

BAN Availoble Spend: £199 39

the detoils below (including the address) are up

Mrs Beverl

Customer Address

....... -
Oxfordshire
0X127FP
UK

cessty v

SUMMARY
BASKET ID. 0031608676

Pay Now

Google Pixel 7 12868
Block

Pay Monthly
oevice

Google Pixel 7 12668
Block

PLAN

EE Full Works £40
L22APF08

Add-ons @

Total(inc VAT)

Pay Monthly
Device

Plon

£mas

£€40.00

£€51.33

£Na3
£40 00

36



EXCALIBURHYBRID - COMPLETING THE
ORDER

‘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

J

INTERNAL V1.2

EDIT CURRENT ADDRESS

Current Address.
-~ ‘tRoad,
South West London,

EW2s UK

EDIT ADDRESS
Post Code Street Name (Optional)

EW25 SIR

House Name/Number (Optional)

FIND ADDRESS

() update Billing Address

rd Y
[ mermEsH sasser |
Reason for Change

SUMMARY

Select

‘._Memm Details (Optional) Ling 1

Agranment humess

DOODDD

. 3 DEVICE FINANGE CHECKS -~
% Pay Mow

. Apple iPhore 12 Pra E89.00
.;Al.nmlmuunulm 2 DRECT DESIT MANDAFE 5 WVE CHECK & Erd CHECK 50 1290 dold
Prnpsical SIM Frme
EIV Chgglke | rricm
As the oustomer has made some changes to thelr apcount (@.g. updating thair address) an Pay Mashthly
additional identity check i requived. Please click ‘Conkinuse’ to proceed with the chisck. ——
m Agple iFhone 12 Fro £20.00
5G 128GE Gold
PLAM
4 DELIVERY V Smact Plan 10GH 3500
EBD.00 Foy hiam
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EXCALIBURHYBRID - COMPLETING THE
ORDER

Delivery Name ¢ Delivery Address ¢ Contoet Number &

Mrs Boverl  ~ - - \
tireve Tota

) . —— - Free Delivery for orders
Clle on the ‘PROMO S Oovic delivered Monday-
CODE drop down menu and Delivery Possword (Optional) Delivery Instructions (Optional) - Frlday' HOWGVGF, there
select 'EE FRANCHISE is a charge for
RETAIL' for Franchise deliveries made on the
stores —— \ weekend )

o
'-; Promo Code

v Get Delivery Options

.o
.e®
00’

Scraen protector No Del Chg Delivery Date & Slot

----
PR
0’..
...... Promo Code
-‘.-

Select ‘GET DELIVERY Tole OB USR No Del Charge

OPTIONS' o — »

F hise Retail
FE ionchize Rutol © Promo Code EE Direct Retail applied | Undo

Rotail Business Consultant
weo ™y cusTOM

.....
_ .......
eet®2s v duy v splay

The system automatically | e
selects the next available | e
delivery day. If the customer | .o
prefers a different date — click """
on the calendar icon for more ® 0 M 2 13 14 s

i ACCEPT
options 17 18 1W® 20 2 22

23 24 25 28 27 28 29

30

£11.33 vever PoyMonny  £40.00 7
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EXCALIBUR HYBRID - COMPLETING THE

ORDER

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

INTERNAL V1.2

1 PACKAGE | 'Upgroos
2 VERIFICATION | 019 Verticotion Succerstul
3 DEVICE FINANCE CHECKS |successtul

DELIVERY |1 Stondord Detivery

‘e
.

5 ACCEPTANCE.,

() oras

A link to complete the device finance documents will be sent to

Create SII*OH

PREFERRED COMMUNICATION METHOD

®@smus () Emo

SUMMARY
BASKET ID: 0031608676

074 )
Poy Now

Google Puel 7 12868 Free
Block

Delvery Charge Free
Pay Month!




EXCALIBUR HYBRID - COMPLETING THE

ORDER

Click 'CREATE SESSION’

Once the finance
documents show as
‘READY TO SEND’ -

click 'SEND TO
CUSTOMER’

INTERNAL V1.2

Home > Bosket

Basket = Sales Entity: RTOB | Store ID: 04147 - RETAIL OUTBOUND ¢ = BAN Avoiloble Spend: £199 39

1 PACKAGE | 'upgrode v
2 VERIFICATION | 0TP Verffication Successtul v
§ ACCEPTANCE
3 DEVICE FINANCE CHECKS | successtul
4 DELIVERY |1 8tandord Delivery D o7
5 ACCEPTANCE Alink to complete the device finance documents will be se
“ Re-Sand Session Link
“ [ o
—_— Agreements

.q link to complete the device finance documents v

Key Information

Teee—— . " v

cee
Seee.,

Your Flex Pay Credit Aqrnmanl' e

Please Note

[wEaoY 10 sews |

READY TO SEMD

READY TO SE uuw

Vouswill alan nes a furthar 811 2% nar manth vin divact dahit far this davies nanresmant
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EXCALIBUR HYBRID - COMPLETING THE

ORDER

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 -

INTERNAL V1.2

0o

A link to complete the device finance documents will be sent to 079 Vo

Re-Send Session Link

Agreements View Lightico Session ~ Refresh

P >l
Key Information Trenneeeee SIONED BY TME CUSTOMER |

Pre-contract Credit Information SIONED BY THE CUBTOMER
Your Flox Pay Credit Agreement SIONED BY THME CURTOMER |

cessee
cesseec
essse®

PhuuNou_...,....----""'

e Wﬁa.v:u:l also pay a further E11,33 per month vio direct debit for this device ogreement

Your documents ond details can be found in My EE

New plan commitment period for 07496895504 is from 04 Jul 2023 to 04 Jul 2025
The dates may change depending on the delivery date of the equipment

Send Confirmation Emoil with order details
@ Yos () Neo

Email

JANE coM
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EXCALIBUR HYBRID - COMPLETING THE
ORDER

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
TIME TO THINK
I Are you sure you want this offer under Time to Think?
I Please inform the customer, to call back within 48 hours to
resume the offer.
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'.

INTERNAL V1.2
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EXCALIBUR HYBRID - COMPLETING THE

ORDER 0+ -

EE Full Works £40 £40.00
n L22APFO8
A link to complete the device finonce documents wil be sent to 07943288409
Add-ons @ Free

Re-Send Session Link

Once validated - the status
will update again (click

Totaliine vaT)

........................... Agreements View Lightico Session | Helre Pay Monthly £51.33
refresh) ................................................. Device £nas
Keylnformation e > [UPLoADED T0 DMAAS Plan £40.00
Pre-contract Credit Information UPLOADED TO DMAAS
Your Flox Pay Credit Agreement [Urioanko 10 omAAs |
Time To Think Validate Agresments
Ensure you have selected Pl

'YES' to emall co nﬁrmatlon You will also pay o further £11.33 per month vio divect debit for this device agreement

Your documents and details con be found in My EE

New plon penod for O is from 04 Jul 2023 to 04 Jul 2025
The dates may change depending on the delivery date of the equipment

Send Confirmation Email with order detads
(®) vos No

Emoil Address ¢
JANE 4 BT.COM

» I have confirmed order summary as detailed above and informed the customer of
relovant regulatory scripting ond T&C's. (Please see Albert for further guidance)

Tick the confirmation box for
summary and then click
'CONTINUE’

INTERNAL V1.2



EPOS— PAYMENTS

Pay Now
iPhone 13 Mini 56 Free
128GB Midnight
.......... D4
................. Early Upgrade Fee £78.13
If Excalibur Prompts fora | e R
payment you must take this | ...
first in EPOS from the |-, s
customer | el iPhone 13 Mini 56 £18.02
......... 12868 Midnight
............ PLAN
Search for the relevant | e E:S:;J:gi"fz;mzs e
Article and enter the amount| el
Excalibur is asking for | e A pres
and the BANasthe | T
reference | T Total e var)
You can only take payments T Pay Now £78.13
by card from the customer Pay Monthly £4182
Device £18.02
Plan £2380
Cash Price should only
beisugz‘;i‘r’]";igetzgsch";trioc”;er (Article | Tariff Description Till Receipt
for the device (Not used to |... CE{eJor A XY@ FLEX PAY CASH PRICE Etl;(( Zir(%ApSFHRgIT\]I?ECOST
[ndicate a payment by cash). If ’ CELIGEEEER FLEX PAY UPFRONT COST
an EUF is required use the
following VAS in EPOS Article Tariff Description Till Receipt

950021436 | FLEX PAY EUF FLEX PAY EUF

INTERNAL V1.2



EXCALIBUR HYBRID - COMPLETING THE
ORDER CONT..

You must now make the
payment using the
Franchisee dedicated card
for Flex Pay up-front costs

Select Use a different
debit/credit card

Select 'CHAT' and No to
register Card Details

INTERNAL V1.2

Google Pixel 7 12868 994
Block
6 PAYMENT "

PLAN

EE Full Works £40 E40.00

© Ploate make aware ol licable 'Pay Now' pay will be token os one single payment L22APFO06

Add-ons @ Frae

. vass vane bese 0784 Expires on 12/2024 8

Total(ine vaT)

Pay Now £50.00
=¥ (@) Use o ditferent debitfcredit cord Pay Monthly £40.04
K Device £9.94

Plan £4000

’1@ chat () Voice

(®) veos .ﬂ\,ﬂn

£9.94 Device Pay Monthly £40.00 Pion Pay Manthly E50,00 cannon . ) h

i
cess
ceee
.........
.....
.......

You must not use
any registered
cards on the
account
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EXCALIBUR HYBRID - COMPLETING THE
ORDER CONT..

ink n
A pop-up will appear. Click Wikiore

‘COPY’ to copy the payment
link () Entered Long Card Number

( ) Name Entered

O Expiry Date

() card Security Code / CVC

O Payment Submitted / Complete

Cancel

a )

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

\ cleared j

INTERNAL V1.2



EXCALIBURHYBRID - COMPLETING THE

ORDER CONT..

Open Advisor Hub and
Launch TEMPLATE Template Messages
MESSAGES' TN scorch

MSISDN:"

Home AlbertKnowledge Tempiate Massages x

4

Enter the CTN for the device I
being used to process the |
payment @, Advanced

Home Albert Knowledge Template Messages x

Template Messages

and click OPEN I 50N

4@ Charge to Moble
# & Direct Dubit
+ @ Other

Click '‘BILLING & PAYMENTS'
and 'PAYMENT'. Select
‘'SECURE PAYMENT LINK’

150 immediately.

© EE Booklet - Home Bill Explained
© EE Booklet - Payment Options
© EE Mobile Pay by BACS
© Fast Fayment PAYM
| Payment Auth. Code
© Proof of Payment Required - Emall
® Proof of Payment Required - Post
© Secure Payment Link
4@ Price Plan Changes
Maarg Rata

My Notes -~

INTERNAL V1.2

4@ Account Maintenance Hi from EE. We've sent you this message so we can take a secure payment. Please click the

Search Templates  payment Secure Payment Link
Sortby: | Name | Date created From:  EE
+ @ Tempiates
4@ Back Office secure link below and follow the instructions:
<@ Billng & Payments secure_payment url

4 @ Biling Self Service This link is unique to your current transaction, it can enly be used once and will timeout after
10 minutes, Once submitted, we'll process the payment and tell you when it's successful. If
you're not expecting this message and/er you're not currently in contact with EE please call

Paste the URL link
Excalibur provided into
the template replacing

secure_payment_url/

Click 'SEND SMS'
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Al
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

INTERNAL V1.2

Hi from EE. We're sending you
this message so we can take a
secure payment. Please click the
secure link below and follow the
instructions:
hitps://ee.relayplus.com/
yfamVYYoO4WPMyq8uSEy

This link is unique to your current
transaction, and it can only be
used once. It will also timeout in
10 minutes. Once submitted,
we'll process the payment and
will tell you when it's successful.
If you're not expecting this
message and/or you're not
currently in contact with EE
please call 150 immediately.

EXCALIBUR HYBRID - COMPLETING THE
ORDER CONT..

£0.10
Carorton s Maw
Cart st

Cagwy Datw o~ ey

M o s ) WAL

e

Sycurio

Successt
Fous e e treer: proxcms st wsccmashAly
Ameunt: €100
Avthermation Code: il
Traneaction Reterenee: | 3664474420720120
Paymant Beterence: 463317779
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EXCALIBUR HYBRID - COMPLETING THE
ORDER CONT..

- Very Good Consumer Yeos 2Years 16 Prior Place Grove Wantage Oxford Vawfiote
° Upgrade Order 177 is submitted successfully x
< |
Once the order has been OVRRVIEW RECENT BILLS Projections  History MEMO History

successfully completed - the | .
. 3 Months Averoge £45 29
following message Account Balance T Memo Type

will appear £0.00 £58.09 ' Account Update v

Extro Biled Chorges Details

" for Last Month. = £16.50
Apr 23 May 23 Jun 23
»" Dk i PYARddi T
' M 4 2
Dirsct Deb Detolhs LAST PAYMENT Payment History

— £77.79 Paid Successfully
Make Payment Direct Debit | 12 Jun 2023 Add Case 1D

INTERNAL V1.2 49



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

INTERNAL V1.2

© Ssorry, the document information is not received yet, or the connection with screen share may have X
failed. Retry after a few seconds by clicking Validate Agreement or Refresh. Only if unsuccessful a
number of times, Initiate BCP Process

A link to complete the Flex Pay documents will be sent to ¢ 6 &

< RE-SEND SESSION LINK )

Agreements View Lightico Session | Refresh
Key Information | SHARED WITH CUSTOMER |
Pre-Contract Credit Information [ SHARED WITH CUSTOMER ]
Your Device Credit Agreement | SHARED WITH CUSTOMER |

TIME TO THINK VALIDATE AGREEMENTS
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LIGHTICO — CONTINGENCY PROCESS

Click ‘COPY - FINANCE

BCP TOOL

INTERNAL V1.2

Contract Sharing Details

7( COPY TO FLEX PAY BCP JOURNEY )

Please Note

* View Bill Projections with in the summary tab for both the customers estimated pro rata
next bill and future bills.

* New commitment period for New Line is from 19 Apr 2021 to 18 Apr 2023. The dates
may change depending on the delivery date of the equipment.

+ A confirmation email with order details will be sent to john .~ _ _mail.com &

D | have confirmed order summary as detailed above and informed the customer of
relevant regulatory scripting and T&C's. (Please see Albert for further guidance)
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LIGHTICO — CONTINGENCY PROCESS

ic
OOOOOOOOOOOOO

NNNNNNNNNNNN



LIGHTICO — CONTINGENCY PROCESS

O Current conversation: MR LEON GORDON / himanshu.pednekar@bt.com Assets Workflows Tools
—

Al setl Waiting for client to connect ..

Click ‘DEVICE FINANCE
BCP JOURNEY'

i

......
.....
......
.....
......
......
.....
......
------
.....
......
.....
......
......
.....
......
......
.....
cees
ce.
ces

Document Request Payment
E ces ) m
g B
Device Finance
Shared review BCP Joumney

INTERNAL V1.2 53



LIGHTICO — CONTINGENCY PROCESS

Click INPUT
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LIGHTICO — CONTINGENCY PROCESS

When the customer has
either acknowledged or
signed as required, the
‘WAITING FOR CUSTOMER
TO COMPLETE' note will be
removed. Click 'EXPORT' to
continue

INTERNAL V1.2

(_} Current conversation: MR ! @bt.com End Session
[ © o [RE——

y 4 Document to sign
Your Device Credit Agreement

ya Document to raview
> Key Information

0 ¢

€ Excalibur Import | Export

s
fo continue

Insert Finance

B> Expot

55



LIGHTICO — CONTINGENCY PROCESS

Contract Sharing Details

Click 'INSERT - ¥ Informati ied. Go to the standal h tem, select tools & paste th
, , . nformation copied. Go to the standalone screen share system, select tools & paste the
FLEX PAY BCP JOURNEY" [~ b oneopies = . . Y .
information into the journey. For mare information, please refer to Albert

4 ( INSERT FROM FLEX PAY BCP JOURNEY )

Please Note

« View Bill Projections with in the summary tab for both the customers estimated pro rata
next bill and future bills.
Once successful — you will get

|the following message. Ensure * New commitry

"o mey.change de_|

to tick the confirmation box 2 @ The BCP Process is successful with all agreements signed by the customer. X
« A confirmation
Please Note
B . * View Bill Projections with in the summary tab for both the customers estimated pro rata
| have confit

next bill and future bills.
“.relevant reg

+ New commitment period for New Line is from 19 Apr 2021 to 18 Apr 2023. The dates
o may change depending on the delivery date of the equipment.

Next Click ‘CONTINUE' and + A confirmation email with order details will be sent tojohn..  __  om &
follow the guide from page 39 |
to complete the order

INTERNAL V1.2



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

I Are you sure you want this offer under Time to Think?
Please inform the customer, to call back within 48 hours to
resume the offer.

TIME TO THINK

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

ﬂancelled - Time to Thinm
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’

from the beginning to
complete the sale)

to continue. (Follow the KHG [

INTERNAL V1.2

Plan & Device Details

A Cortract upgrade wath Device Finance reQuest it uncer Lime to think
Resume Offer  Oiscacd Offer

i 3 -
(An- Plan 8 Devices

48 . Essential Plan 408 €23 @
XIPA2N2
' €2%.44 4 moren
. oMe SN e B9AA00NNIETOATIY
Soend Cap €20.00
Pran Conts set
* O svailable Stat Oate 13 Feo 2020
0O avadable
Lowe Crargen
BAN Cr ges €000
N Crarges €0.00
Ot o

P SMART 2079

WAL SLET1BB0A6094 708

CTN Profile

Tocw mosecrdy Chacges (2444 @

Pan et Oats 14 Oct 2022

Termnaton foe @
Todey €000
After 30 Days €000

Env ENVPRD | Op 614225100 - Prachan Amd

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
12 07/09/23 Updated Franchise dlscqunt sec.t|on. — upfront cost must include the total of Nargis Mohamed
customer’s contribution. Example page added.
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

INTERNAL V1.2
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