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EE ID - MANAGING AND LINKING

WHEN IS EE ID MANAGEMENT
NEEDED AND WHY?

Restart Verification

Additional Needs

There may be times when a customer needs

Marketing Permissions our help to update parts of their EE ID. These
include changing contact details or updating
Manage Identity their username. We start this journey by
clicking the three dot menu and clicking
Create a Temporary Connection ’Manage Identity’.

Manage a Customer Identity

Use the options below to make changes to the customer’s ID.

Personal Details
Online & Digital Information
Contact Details

Products & Services

This screen has 4 options that are expanded by default: Personal Details, Online & Digital Information, Contact Details
and Products & Services.

Personal Details Personal Details: This shows the customer's name
and date of birth. Typically, you won't be able to
Please follow Albert guidance to update the customer’s personal details in their Billing Accounts. Change any details in this section as it's reOd'Only.
) ) Any updates need to be made in Consumer.com or
First Nams"- L ) Excalibur — Albert will have more information.

Last Name*:

If you have a new customer, you'll be able to
Date of Birth ( ' capture these details as part of the profile set up.

Online Information: This is their EE ID username. We
can change this if needed.

| This is where we'll also see the status of the EE ID,
it can be ‘active’, ‘'unconfirmed’ and ‘Protected’.

Online & Digital Information

S AL marE fomatien e e cusioner con <52 We can also lock a customer's account here, an

Hthe customer haslost controlofthek onfine account, Lock Onine Access to report the problem tothe Trist and Scfety Certreforinvestigaton important option if the customer feels they've been
a victim of fraud so we can prevent further
changes.

TIPS

Remember, a username must always be in the form of an email address.

If we see a blank username field, it means the customer didn’t click the activation link or hasn't fully setup their EE ID. We should ask the
customer to try logging in to ee.co.uk. There will be a button to resend the activation link within the Online & Digital Information section if
needed.
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Contact Detalls Contact Details: The customer should always have
at least one piece of contact information. If we
need to change any of this we can simply type over
the details that are saved. You then click “Verify".
PreferedMosie Humber This will send a One Time PIN to the customer just
Prefered Emoi Address N to confirmit’s them.

ct details are still correct. The customer will need to provide at least one maobile telephone number or email address as o preferred

Products & Services: The final part lets us see the Products and Services the customer has linked to their ID and lets us
link other accounts to this one, such as mobile accounts on different BAN's or linking an EE Mobile account to a New EE
Broadband account.

Products & Services

You can see the customer's products and services below. If the option to add another account is not available, please make sure that you have verified
the customer successfully using Advisor Hub

Mobile Add Account

Role Number Account Service Status Held In

D 187656701 Active Excalibur Web

WHAT IS LINKING?

The act of ‘Linking’ is to associate other products and accounts to one identity. By doing this, customers and Guides can
see all products they have across the different brands. An action needs to be taken to link products to an identity — this
doesn’t happen automatically. Customers can do this themselves on the web or app, and Guides can do this using the
Hub and the ‘Add Account’ function.

We also have the option to ‘temporarily link’ accounts to discuss multi product benefits.

@ Adding Products & Services pERMANENT LINKS

From the ‘Manage Identity’ screen you can setup a permanent connection. You'll
have to validate the other account that is being linked and a pop up reminds you.
You'd click ‘add account’ and then ‘Continue’. After that you just search for the
account that'’s going to be added and validate it with a One Time Pin. After that,
it'll appear in the list of linked accounts.

st name and date of birt

Sometimes the Hub won't allow you to link and will show you a stop-sign. If you see
this, hover over the icon and it’ll tell you why you're unable to link. Albert will have

Add Products & Services supporting information.

Bring more to your Customer Identity

Use the options below to search, or select a possible related account.

DON'T FORGET!
Select seorch type: IIf a customer is placing an acquisition Mobile order with us, and they already have
F— (or are moving to) New EE Broadband, you need to ensure the mobile BAN is

linked to the identity set up during their broadband order journey otherwise the
customer will lose their discounts. You can do this in Hub after you've placed the
order in Excalibur.

TIPS

Remember that personal details have to match for us to link accounts. Things to look out for are:

Matching first and last name
Matching date of birth
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TEMPORARY LINKS:

Rather than permanently linking two accounts, an option to temporarily link accounts is available. It means we can have
both the EE Mobile and the BT Home account within the Hub, allowing us to manage a customer's household together, it
also lets us see any multi product benefits the customer is entitled to once moved to EE.

Most importantly though, it prevents Early Termination Charges for a customer moving to EE from BT. A temporary
connection needs to be set up before completing the migration to EE or the customer will get charged. To start the

process, land the EE Mobile account or the EE ID first then we can start the temporary link process.

From the 3 dots, you can quickly select ‘Create a Temporary Connection’, this will let you search and validate the BT
Home customer you are linking to, followed up with a confirmation of the connection.

Restart Verification

Additional Needs &) Temporary connection

Marketing Permissions

Manage Identity

Create a Temporary Connection

Once we've made the temporary connection — we need to click back into the EE Interaction (the Hub will turn Aqua) and
launch the Customer Overview from there.

MERGING
There are some scenarios where a customer may have products linked on separate IDs.

For example, Martin has his Mobile Account linked to his old Gmail email address. He's set up a new EEID using his
ee.co.uk email address and is unable to link his mobile account to it.

Because his mobile account is already linked to his unused EE ID, we’'ll need to merge the 2 EE IDs together. This would
go to our Service teams.

(@) Customer Selection
=% 079004
Customer Identities will show all of the customers which match your search,

If you don't see the person you're speaking to, or if the customer is calling about somebaody else’s account, please open the account from the Account
Results tab.

Neme

‘This Customer dentity does not manage o product or service matching your search

Contact Number: 07900123456 . . 0 ,:,I . [
02083 NN Contest Detals. Select
Email Address: marty.h@ee.co.uk cess [Il' \S_'J Gonteei Batal ‘ x|

MR MARTIN H martyh19123@gmail.com 19634C L_| Products & Services

The process for this is on Albert: EE Home Billing > Self Serve > New EE ID found > I've got two logins.

TIPS

It's always a good practice to check that the EE ID is active before we start the temporary link process to avoid complications during the
Order Journey.
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