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All Sales Agents 

Opportunities In 

Opp In Q Validate

Opportunities In Workflow

(same for Resells / Outbound) 

Allocate Q

Referral Q

Repair Q[invalid]

[New]

[Existing]

START

Allocation

(Manual / Auto)

Repair

[Fixed ï unallocated]

Final Q

[Not Fixed]

Capture 

Reason

NEXT 

WORKFLOW

Qualify Q

Qualification

Data Capture1

Call Back Q

[Unavailable]

Call Back

|_

[Negative Qualification]

(shopper / not interested)

Quote Q

Document 

Request Q

[Domestic / Existing]

[Qualified]

[Unqualified]

END

Queue

Task

|_

User Task

Timed Task

KEY

Automated Task

 



6  

 

1(a) Opportunities-In /  Qualification Process

1(b) Leads Allocation

Validated

Auto

1(e) Opportunity Repair Q

OPM Users can attempt to fix 
opportunities and reassign 
back to consultants /  
allocator. 

!ƴȅ ǘƘŀǘ ŎŀƴΩǘ ōŜ ǊŜǇŀƛǊŜŘ ŀǊŜ 
set to  Incorrect Contact Data 
e.g. incorrect phone no. Other 
statuses that could be set 
here are:  Duplicate /  
Blacklisted  

1(g) Consultant Qualification Q

Once allocated, new inbound Opportunities 
ŀǇǇŜŀǊ ƛƴ ŀ ŎƻƴǎǳƭǘŀƴǘΩǎ vǳŀƭƛŦƛŎŀǘƛƻƴ v.

The consultant should then contact the customer 
(Suspect) in a timely fashion and start to qualify 
the opportunity.

If the information is deemed to be incorrect the 
consultant can forward the opportunity to the 
Opportunity Repair Q.

2(a) Quote Process

1(k) Unqualified Q

1(i) FINAL

INTERNAL
They are existing /  group 
Customers
¶ Refer to current consultant 

dealing with opportunity - 
existing customer

¶ Refer to Major Business ς 
Group

¶ Capture Referral Info
¶ Correct consultant 

Progresses to Quote Process

¶ Open Unavailable Call 
Back

¶ Send Emails ς auto 
and manual

¶ Set Call Back
¶ Define # of contact 

attempts before lead 
is set to 
ά¦ƴŎƻƴǘŀŎǘŀōƭŜ ŀŦǘŜǊ 
ƳǳƭǘƛǇƭŜ ŀǘǘŜƳǇǘǎέ 
and email is sent to 
advise this is the case

Customer qualified and ready 
for quotation and pricing 
process

EXTERNAL
Domestic customer OR
wants info on partner products 
as well
Email /  Phone Handover

¶ Incorrect Contact Data
¶ Uncontactable (Go back to 

lead repair Q?)
¶ Not interested
¶ Comments needed and Exit 

Poll Email Sent

3(a) LOA Process

Customer is in a contract and still 
interested ς ōǳǘ ŘƻŜǎƴΩǘ ƪƴƻǿ ǿƘŜƴ 
contract ends. Set to
άCǳǘǳǊŜ {ŀƭŜǎ hǇǇƻǊǘǳƴƛǘȅέ ŀƴŘ {ǘŀǊǘ 
LOA process /  include Term Letter

Phone
Direct Dial
Partner Handover
Hunt Group

Email (csv)
Web generated Email/csv (EHL or 
where Webservice rejects 
opportunity)
Direct Email (Make sure tagged as 
email lead NOT phone lead)
Web mail sent to approprate 
brand άƭŜŀŘǎέ email address
Answer 4 U email (MANUAL)

Webservice
Webservice opportunities are 
loaded directly into the database. 
They are validated ς failed ones (or 
when WS is unreachable) are sent in 
as emails.
Partners Currently using WS:
uSwitch /  Booker /  MSM /  
MakeITCheaper

Sales Manager/Team 
Leader manually creates 
opportunity with provided 
information.
(Opp Management 
Users ς OPM Users). 
EHL emails get allocated in 
rotation

Manual Automated Allocator
Opportunities are assigned to 

consultants using configurable 
assignment rules. Some validation 

will take place ς blacklisted 
customer /  duplicate customer ς 

same campaign. Existing customer 
record should be updated with 

contact info and consultant advised

Hunt Groups
1 Hunt Group per 0800 No.
Configure each consultant to be 
associated with certain hunt 
group(s) ς use Avaya IP Office 
Phone Manager for hunt group 
assignment (In-House IT can now 
configure this). Use Voicemail pro to 
allow caller to select options and 
get redirected to appropriate 
consultant.

1(c) Load CSV

Team leader loads 
csv file data into DB. 
For Answer 4 U /  voicemail 
this process is manual. The 
opportunity can then be 
allocated automatically by 
allocator OR manually if 
desired

1(f) COREBRIDGE

Using Corebridge we want to capture 
Huntgroup and CLI. We can look CLI up 
against DB records. We want to establish 
if an open opportunity exists for the 
same campaign (0800) and retrieve 
these details for the consultant. If it is an 
existing customer we may wish to direct 
the call to a particular Consultant if 
available to take the call (phone not in 
use /  screen saver not on). 

If the customer calls a direct line auto-
popup customer details for consultant. 

For a new customer a new opportunity 
record will be created with hunt group 
(campaign /  partner info) and CLI ς we 
may then look up CLI against external 
database to get address details /  SIC 
codes etc ς may use allocator to direct 
to best place consultant

Manual Allocation

New

Voicemail

cycle

Existing Consultant
Redirect

cycle

4(a) Referral Process

Send 
Confirmation

Email to
customer

4(a) Referral Process

Rejected

1(h) Qualification - Initial Data Capture 1

Suspects /  Opportunities are qualified by consultants 
whilst on the phone.
Are they an existing customer? Are they still in a 
contract? If they know their contract details capture 
them and send out a termination letter ς otherwise 
start the LOA process ς see 3(a) below.
Are they domestic rather than business?
What products are they interested in?
Are they a group?

Begin to Capture Mandatory Customer Info
¶ Contact Name /  Address(es) /  Email /  Position
¶ Business Name /  Nature /  Type /  Co Number
¶ Phone Numbers (including Landline)
¶ Number of Buinesses /  Sites etc 
¶ Comments

Phone WS /  Email
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Quoting

Quote In

Q

Customer 

Ready

Quoting Workflow

Main Data 

Capture Q

Call Back Q[No]

[Yes]

[No longer interested]

START

Main Data 

Capture (2)

Call Back

[CB - DC2 not started]

Final Q

[Not Fixed]

Capture 

Reason

NEXT 

WORKFLOW

Quote 

Request Q
[Bespoke Price]

Sales Process

Document 

Request Q

[In Contract - LOA]

END

Queue

Task

|_

User Task

Timed Task

KEY

Automated Task

|_

Referral Q

[Domestic / Existing / 

Major Business /

 Partner Product]

Provide 

Quote(s)

Get Price from 

Supplier

[System Price(s)

Available]

[Customer Quote In

CB and optional Supplier 

unavailable CB]

Call Back Q

Provide 

Quotes

Proceed now

[Not 

interested]

[Consider

Price]

[Unable to quote]

[Quote In CB]
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Other Data Providers

GB Address or Similar

We currently use GB Address to 
return addresses and MPR 
numbers /  bottom line MPAN 
numbers
Pass in:
¶ Postcode and house no.
¶ MPR No.
¶ Postcode
User currently copies and pastes 
info ς use of a webservice could 
automate this

2(k)FINAL

2(d) Data Capture 2

Make sure all Mandatory Customer Info has been 
captured in 1(h) ς was data against external data in order 
to clean it and add MI (i.e. SIC codes)

Now Capture sites/product/meter Info:
¶ Businesses, Sites and addresses
¶ Products /  Meters at Sites
¶ Current Supply Info (contract end dates /  current 

supplier /  AQ /  Spend etc)
¶ Credit Score (Experian /  Equifax) ς needed for 

quoting ς no point quoting supplier price if supplier 
will not accept customer credit rating

At this stage a consultant may still might discover:
Customer in contract ς start LOA /  Termination Letter 
process
Quote other products/sites later (Quote CB)
Customer has multiple sites/meters ς refer to Major 
Business Consultant
Customer not interested in MIC core products ς refer to 
external partner
Meter is domestic ς refer external Partner

For existing customers consultant should confirm and 
update above details which should already be presented 
to him/her

Copy/ paste
webservice

2(c) Quote CB Q

Unable to progress quote so 
arrange CB with customer ς 
there are several different 
types of Quote CB
¶ Inconvient CB
¶ Awaiting Price CB (Quote 

Requested ς Bespoke)
¶ Quote More Products 

Later CB
¶ Customer Consideration 

CB (Quoted)

2(b) Customer Ready?

Customer has time to go through 
process now
If not set Quote call back (normally 
if consultant has called customer)

Inconvient CB

Call Back

2(a) Quoting Process (post Qualification)

FLS Consultant 
¶ Opps-In Process (1a)
¶ Unqualified CB (1k)
¶ LOA Process CB (3a)
¶ Quote CB (2c)

Major Business Consultant 
¶ Internal Referral Q (1h)
¶ Unqualified CB (1k)
¶ LOA Process CB (3a)
¶ Quote CB (2c)

Outbound RM /  FLS Consultant 
¶ Internal Referral Q  
¶ Direct Phonecall from either 

party
¶ LOA Process CB
¶ Quote CB

Resell ς All Consultants /  RMs
¶ Outbound Renewal CB
¶ Objection Process 
¶ Rejection Processes (internal /  external)
¶ LOA Process CB
¶ Quote CB

NEW EXISTING

cycle

Copy/ paste
webservice

EXTERNAL
Domestic customer OR
wants info on partner 
products as well
Email /  Phone Handover

4(a) Referral Process

3(a) LOA Process

Customer is in a contract and still 
interested ς ōǳǘ ŘƻŜǎƴΩǘ ƪƴƻǿ ǿƘŜƴ 
contract ends. Set to
άCǳǘǳǊŜ {ŀƭŜǎ hǇǇƻǊǘǳƴƛǘȅέ ŀƴŘ 
Start LOA process (Pre-Sales 
Harvest) /  include Term Letter

INTERNAL
They are existing /  group 
Customers
¶ Refer to current consultant 

- existing customer
¶ Refer to Major Business ς 

Group
¶ Capture Referral Info
¶ Correct Consultant 

Progresses Quote 

2(f) Quoting

5(a) Load Prices Process

An In-application ETL suite built 
specifically for loading prices from all 
suppliers. Process also archives 
historical prices

Quote for each relevant meter type:
¶ Electric ς automated (different rules for each supplier) 

ς interpret TL to work out meter type
¶ Gas ς automated /  manual for other suppliers (corona /  

BG /  SE)
¶ Telecoms ς manual
¶ Other products ς manual
Each Selected Price creates a quote record for the captured 
meter (set quote expiry date ς can this be automated?)
May need to request Bill from customer if customer is unsure 
of information being requested ς see DOCUMENT HANDLER 
process

2(h) Quote Request Q

Quote Team members see quote 
request
Contact supplier 
(email/phone)
Enter pricing info
Set status Quote Ready

2(i) Supplier

Supplier gives price
A webservice could 
make process easier

6(a) Sales Process

Customer is happy with quotation 
and wants to go ahead ς start Sales 
Process

No longer interested /  Lost Deal 
(cheaper elsewhere) /  No Quote 
Options available /  Domestic
Comments needed

2(j) Quote(s) Provided

Quote provided Verbally /  Fax /  Email /  Letter ς set CB. Option to 
Provide Term Letter and LOA. Ability to select required quote 
records and delete quote records that are not required. 

Quote email to include all possible prices for Meter and Supplier 
Logos ς customer can see that MIC offer prices from all key 
suppliers. Quote email should also include our T&Cs or weblink to 
our T&Cs. May also include a summary of supplier T&Cs

Potential use of other data 
providers for cleaner data and 
better insight, e.g.:
¶ ECOES
¶ THOMPSON
¶ YELL
¶ TRANSCO
¶ EXPERIAN /  EQUIFAX 

CREDIT CHECK

4(a) Referral Process

10 Document Handler

Request Bill from customer ς as 
customer seems to be incapable of 
supplying required information
¢ƘŜǊŜ ǎƘƻǳƭŘ ōŜ ŀ ƴŜǿ άwŜǉǳŜǎǘ 
5ƻŎǳƳŜƴǘ vέ ŦƻǊ ǘƘƛǎ
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Conduct Sale 

Conduct Sale 

Q

Customer Ready To 

Proceed ï Process 1 

supplier at a time

Conduct Sale Workflow

Final Pre Sale 

Checks Q

Call Back Q[No]

[Yes]

START

Perform checks

Credit Check / Bank 

Validation etc

Call Back 

Customer

[contact made]

Final Q

Capture 

Reason

[Failed And / Or

No longer interested]

NEXT 

WORKFLOW

Pre Verbal Q

[Passed]

Perform Verbal / or 

process echosign 

document

Call Back Q

[No time now]

Call Back

Customer

|_

Document 

Request Q

END

|_

[Unable to perform checks

3
rd

 party systems down 

(i.e. experian / eSortcode)

Quote Q

[Failed ï unable to sell

quoted tariff ï interested

in requote / another tariff]

[Failed - require more

Information from 

documentation ï i.e.

LOA / Bill / Contract Info]

[Failed - capture extra 

data and recheck]

Print Q

(once signed 

send confirmation 

email to 

customer)

Verbal complete / 

Echosign processed

KEY

Queue

Task

|_

User Task

Timed Task

Automated Task

Contract 

Creation Q

Create Contract ï set 

status (if echosign still 

awaiting returned 

document ï before 

it is set to signed)

Echosign Contract

Batching In Q[Contract signed]

[Cancel]

[Request LOA]

Document 

Received Q

[Echosign contract

received - so set 

status to signed]

Contract 

Update Q
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Credit Check

Check Bank Details

Bank details will be 
validated using the 
esortcode.com web service. 
The validation will take 
place at the time of data 
capture. If account is invalid 
customer is asked to provide 
details again

6(c) Select Quote(s)

The customer may want to accept 
several quotes and from several 
different suppliers. A verbal contract 
will be required for each supplier

6(i) Sale CB Q

Unable to progress sale so 
arrange CB with customer ς 
there are several different 
types of Sale CB
¶ Inconvient /  No time
¶ Customer wants more 

time to make decision
¶ Customer needs to 

provide more details 
which are not known at 
time of call (e.g. bank 
details)

6(b) Customer Ready?
Customer has time to go through 
process now. If not set Sale call back. 
Not recommended but sometimes 
necessary. May also be necessary if 
SENSE recorder is down (or do paper 
based contract instead)

No - CB

Call Back

6(a) Conduct Sale Process

Yes

cycle

6(e) Final Data Check /  CHECKLIST

2(f) Quoting

May be unable to progress with 
sale because of a number of 
reasons, e.g.:
¶ Customer fails a credit 

check 
¶ Customer is unhappy to 

provide bank details or 
does not want to pay by 
DD for DD only product

¶ On receipt of bill 
information Consumption 
and spend differ from 
what agent originally 
captured and product is no 
longer available as a 
result.

The Consultant may need to 
offer new pricing based on this 
knowledge

Steps 6d to 6f must be repeated for each supplier

rather than each accepted quote

10 Batching Process

6(f) Confirm Contract

Consultant performs verbal contract with customer.
Verbal contract is pre-populated with relevant data and is specific to each supplier. 
For ease the contract is presented to the agent on screen.
The verbal agreement is now recorded directly from the application using the Retell 
SENSE recorder server. This allows the recording to be tagged to the new contract 
record ς which is created from the accepted quote record.
Need to also consider future generation and fax/email/posting of a written contract 
and possible use of echosign. Some future suppliers may not allow verbal contracts

Perform Credit Check if this 
is a requirement by the 
supplier. At the moment 
Scottish Power require this 
and provide access to the 
Experian web service. This 
may have already been 
done in the Quoting and 
pricing process (2)

Conduct Sales process can be undertaken by any sales based 
consultant and will result from either the Resell or Quoting 
and Pricing processes. 
The customer will already be on the phone or may have 
called back to make a switch (and been redirected to correct 
consultant using Corebridge)

6(d) Gather Final Data

Some suppliers may require a credit 
check. Some products are Direct 
Debit only and bank details are 
required. The consultant must gather 
this data if necessary before a verbal 
contract can be undertaken. The 
application will advise the consultant 
what additional data is required

! Ŧƛƴŀƭ άǇǊŜ-ŎƻƴǘǊŀŎǘέ ǾŀƭƛŘŀǘƛƻƴ ǊƻǳǘƛƴŜ Ǌǳƴǎ ŀƴŘ ǿƛƭƭ ŀŘǾƛǎŜ 
of any missing data or problems that could cause the sale to 
be rejected by Ops or the supplier. This is exactly the same 
validation routine that is run by Ops during the batching 
process. Validation is supplier specific and will make sure all 
relevant data is captured. Check meter types (related /  
aggregated). Check contract end dates ς enough time to 
switch? Has passed credit check? Check Consumption etc
LŦ ŜǊǊƻǊǎ ŀǊŜ ŦƻǳƴŘ ǘƘŜ Ŏƻƴǎǳƭǘŀƴǘ ŎŀƴΩǘ ǇǊƻƎǊŜǎǎ ŀƴŘ ƎƻŜǎ 
back to step 6d or 6c or may even be required to re-quote 
from scratch 2(f) 

Validation Routine

Routine Performs supplier 
specific sales validation. Also run 
by batching process.
Validation should also confirm 
captured consumption (and 
spend) are within acceptable 
boundaries of industry estimates 
ς EAC) A new table structure will 
be required to hold EAC /  
Profile /  Seasonal Data

6(g) Customer Confirmation

Send customer farewell FLS email ς with confirmation of all contracts. 
Email also contains LOA if we do not already have one for the 
customer. In the future the email contains a web link which allows the 
customer to set a password and then login and see the status of all 
their contracts and other information that may be useful ς also opts 
them in for newsletters. The contract record is ready to batch ς unless 
further confirmation of information is required ς like CED

3 LOA Process

If we do not possess an LOA for 
the customer we need to request 
one as this helps us act on their 
behalf if there are any issues with 
the switch ς JUST IN CASE LOA. A 
confirm CED LOA may be required 
ς a contract may not get batched 
until the CED is confirmed.

Contracts appear in the 
Ready to Batch Q

ά{!.9wέ [/5

Update sales consultant SABER  
LCDs which display daily sales 
ǎǘŀǘǎ ŀƴŘ ƻǘƘŜǊ YtLΩǎ ŦƻǊ ŀƭƭ 
sales agent Teams

Repeat 

for

each

supplier

6(h) FLS Email to Customer

FLS Email ς add supplier T&Cs /  
Our T&Cs* (or web link to them). 
Our Summary of Supplier T&Cs ς 
LOA Just In Case /  Confirm CED

10 Document Handling

Validation may indicate the 
consumption figures captured are 
likely to be incorrect based on EAC 
and profile (meter type). An agent 
may request a customer to send in a 
bill as proof or to confirm AQ and 
spend figures. May need a generic 
άwŜǉǳŜǎǘ 5h/έ v ŦƻǊ ǘƘƛǎ

Request DOC

*  Our T&/Ωǎ ƘŀǾŜ ƛƴŦƻ ŀōƻǳǘ ŎƻƻƭƛƴƎ 
off period and 
cancelswitch@makeitcheaper.com 
email address

Confirm CED
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Cancel Sale 

Cancel Sale Workflow

START

NEXT 

WORKFLOW *

ID Correct Consultant to deal with cancellation. 

Corebridge should be able to redirect customer 

to appropriate consultant if DDI is not used.

Request may come in as an email. If email 

consultant should make contact with customer.

Cancel Sale 

Request In Q

Data Capture

Q

END

Capture customer reason for 

cancelling the contract ï ID if post or 

pre batch contract. If post batch 

inform customer of potential 

cancellation fee

Customer

Options Q

Advise customer 

on options

KEY

Queue

Task

|_

User Task

Timed Task

Automated Task

[Continue with 

Cancellation]

Print

Q

(Email to advise 

customer of this 

option)

Referral 

Q

(By Phone)

[Contact between

correct parties made]

[Partner needs to

cancel sale]

External Referral 

Q

Quote In

Q 

(Quoting 

Workflow)

[Cancel but 

Requote]

[Save Sale]

Call Back Q

[Customer unavailable]

Status In

Q

(Contract 

Management ï 

Status Update)

[Requote only]

[No

Requote]
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19(e) Save Sale

19(c) Capture Customer Reason?

If unable to pass on to correct agent take down 
necessary details.
Query why customer wants to cancel. Can we save 
sale? Can we requote? If Not do we blacklist?
If phoning in response to an email and unable to 
contact customer send an email 

Switchboard or Catch All Email Account

19(a) Cancel Sale Process

Save Sale

2(f) Quoting

Customer no longer happy with 
arranged switch and because 
the sale is not yet batched we 
can offer to requote them. This 
may be an option the customer 
is interested in.

Customer contacts us to cancel switch /  sale by phone ς if call 
comes into switch board redirect call to appropriate sales 
consultant /  Ops (using Corebridge and Customer last serviced 
by ID). If email sent the consultant should contact the 
customer by phone to discuss.

Requote

19(d) Cancel Sale

Customer not interested in requote 
or sticking with sale. Capture reason 
for cancellation. Reason may cause 
customer to be Blacklisted.
Cancellation is passed to the 
Cancellation Q

Alleviate any concerns the 
customer may have OR advise the 
customer that because the sale 
has already been batched they 
may face a cancellation penalty as 
they have entered into a verbal 
agreement with the new supplier

19(h) Cancellation Q

19(j) Contact External Partner

Contact supplier (should normally be made by 
phone). Once cancellation is confirmed with 
supplier a confirmation email can be sent to the 
customer.

19(i) Process Cancellation

If sale is not batched ς sale is cancelled immediately and confirmation 
email is sent to customer (Sales consultant is copied in). If sale is batched 
admin will need to contact the appropriate supplier by phone (or email) to 
make the cancellation. The customer may be blacklisted depending on the 
reason. A flag on the customer record will be required for this purpose. 
LŦ ŀ ǎǳǇǇƭƛŜǊ ŎŀƴΩǘ ōŜ ŎƻƴǘŀŎǘŜŘ ŀ Ŏŀƭƭ ōŀŎƪ ǎƘƻǳƭŘ ōŜ ŀǊǊŀƴƎŜŘ ƛƴ ǘƘŜ 
Cancellation Q

19(k) Customer Confirmation

Email is sent to customer to confirm 
cancellation. The original sales consultant may 
ŀƭǎƻ ōŜ //ΩŘ ƛƴ. A customer may be advised 
that they are blacklisted.

19(g) Customer Email

Send optional email to customer 
to confirm that the sale will 
continue to go ahead and include 
information about what was 
discussed

OR

Send email to advise customer we 
received their email and were 
ǳƴŀōƭŜ ǘƻ ŎƻƴǘŀŎǘ ǘƘŜƳ ŀƴŘ ŎŀƴΩǘ 
proceed with the cancellation until 
we speak to them

19(b) Correct Consultant
Direct line or Direct Email

Pass call or email details onto correct 
person, i.e. consultant that arranged 
the sale that is being cancelled. This 
could be an external partner

19(f) Contact Partner

Sale was handled by external partner 
who requires a handshake. Redirect 
information or call. If unable to pass 
on call create partner call back
Consultant may need to set a 
άŜȄǘŜǊƴŀƭ ǎŀƭŜέ ǊŜŎƻǊŘ ǘƻ ŎŀƴŎŜƭƭŜŘ ς 
this could trigger an email to both 
partner and customer
If partner does not require 
handshake then give customer 
partner contact details

External
Internal

4(p) External Referral Q

For any call backs ς need to 
contact partner and advise 
them to contact customer ς 
item may contain 
cancellation  info ς preferred 
CB time and notes

New cancellation work item appears in Q. Any 
Operations agent picks it up to process it.

Call back supplier to arrange cancellation

CB Supplier

Cancel batched sale Cancelled unbatched sale

Unable to
contact
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Resell 

7(e) Resell Q

Meters that require a resell 
ŀǇǇŜŀǊ ƛƴ ŀ ŎƻƴǎǳƭǘŀƴǘΩǎ ǊŜǎŜƭƭ 
Q. The consultant should be 
made aware of why the item 
is in the Q

If the consultant is not 
available and the resell is 
critical ς the item should be 
reassigned to another 
ŎƻƴǎǳƭǘŀƴǘΩǎ v

7(b) Who Resells?

If a meter meets the resell criteria all sales based consultants can 
requote and sell the meter BUT this should normally be undertaken 
by: 
¶ B Outbound consultants for existing customers
¶ C Outbound consultants for failed objected sales
¶ C Original sales consultants for rejected sales
¶ D Original sales consultants for cancelled contracts

Manual Resell A C D

7(a) Resell Product

A meter can be resold and quoted on if: 
¶ A. it is not in a contract 
¶ B. Renewal - ŀ ŎƻƴǘǊŀŎǘ ƛǎ ƴŜŀǊƛƴƎ ƛǘΩǎ ŜƴŘ ŀƴŘ ƳŜŜǘǎ ǘƘŜ ŎǊƛǘŜǊƛŀ ǘƻ ŀƭƭƻǿ ŀ ǊŜǎŜƭƭ (see 8) 
¶ C. the contract has been REJECTED /  OBJECTED ς i.e. FAILED
¶ D. customer changes mind and wants to go with another supplier ς i.e. CANCELS

Outbound SABER LCD

Update Outbound consultants 
SABER LCD to show newly 
available resells each morning

An automated /  manual job is run to identify 
Renewals (contracts that are ready for 
reselling, i.e. they meet the resell criteria for 
the appropriate supplier and product type). 
Any qualifying contracts are allocated 8(c) 
and added to Resell Q specifically for 
Outbound consultants.
If an existing customer is already assigned to 
a particular Outbound customer the resell Q 
item should be assigned to that particular 
customer 
There should be additional intelligence to 
reassign work items if an customer is away 
and the resell item is nearing expiry. Resells 
should be graded ς to clearly indicate those 
that are running out of time before the 
customer is rolled over. 

8(b) Opportunity Creator

2(a) Quoting & Pricing Process

Standard quoting & pricing process is used to 
resell to customers who have had a contract 
cancelled /  rejected /  objected OR are 
renewing

Automated Resell B
RENEWALS

Resells
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Outbound Sales Agents 

Outbound 

8(a) Outbound Opportunities (previously CRM Process)

Outbound Consultants are responsible for cross selling and renewing\reselling contracts for existing customers 
and/or prospects. They may also be able to contact customers where a FLS Sales Consultant has set a future /  
late call back. Once a customer has a live contract they become an existing customer and should mainly be 
serviced by an Outbound Consultant. Opportunities are created so that Outbound Consultant engage with both 
existing customers at the correct times within the lifetime of their contract and Qualified prospects

8(d) Action Q Items (or 7(e) Resell Q for renewals)

LǘŜƳǎ ƛƴ ǘƘŜǎŜ vΩǎ ǎƘƻǳƭŘ ōŜ ŀŎǘƛƻƴŜŘ ƛƳƳŜŘƛŀǘŜƭȅ ς they are initially shown as green moving to amber and 
finally red ς where the cut off deadline could be missed ς Opportunity Start Date to Opportunity Expiry Date. 
The system will need to be advised of Consultant absenteeism ς so that amber and red items can be dealt with 
by another Consultant /  Team Leader
The following actions /  tasks may be undertaken by a Outbound Consultant:
¶ Prospect and grade customer 
¶ Opt-in customer (newletters /  future contact frequency)
¶ ID new opportunities /  cross selling
¶ Start LOA Process ς Offer contract checking service
¶ Offer and Progress Termination Letter Service
¶ Create customer callback for any product OR general query
¶ Renew Contract 
¶ Resell Contract (ACTUALLY GOES TO RESELL Q ς see 7e)
¶ Refer to partner (insurance /  phones /  etc)

8(e) Outbound Customer CB Q

An outbound consultant can create a customer 
call back at any time ς call backs are split by 
product type and opportunity type. There 
should also be one for general queries ς 
comments are required to create this type of call 
back

3 LOA Process 2 Quoting and Pricing

4 Referral Process10. Document Handling

Offer and Progress 
Termination Letters
Capture LOA details

8(f) Send Outbound Email(s)

Customer interested in product 
offer by External Partner, e.g. 
Insurance /  Phones

Start LOA Process ς only 
ǇƻǎǎƛōƭŜ ƛŦ ǿŜ ŘƻƴΩǘ ŎǳǊǊŜƴǘƭȅ 
have LOA for customer

CƻǊ ƴŜǿƭȅ L5Ωǎ ǇǊƻŘǳŎǘǎ ς 
otherwise resell process 
(see 7)

Various emails can be sent by Outbound consultants at various times:
¶ Welcome Letter ς normally only sent when first contract goes live for a customer
¶ Contract Advice Email ς sent when subsequent contracts successfully go live
¶ Contract Renewal Letter ς advise customer a contract is coming up for renewal
¶ Termination Letter Email and subsequent Termination Chaser and Received Emails (x3)
¶ LOA and LOA received

8(b) Opportunity Creator

The Outbound Team Leader can manually create opportunities from the system by running 
opp creation jobs. He/she can also config jobs to run automatically on a daily /  weekly /  
monthly /  qrtly basis. The following opportunity jobs can be run:

Renewals (Actual /  Calculated /  Term)
LOA - Product Info Captured with Contract End Date
FLS - Pending Customers, i.e. call backs more than x old or x in the future (where x is 
days /  weeks) - both LATE and OPEN, respectively
LOA - Incomplete - status is not complete and no capture product info with contract end 
date  - resend LOA
Objection - Resell (Objection result status is Diary Forward)
Internal/External Rejections Resell  (this is covered in 7 Resell)
Supplier campaign/push (previously sold /  not sold) ς i.e. e4b customers
LOA Expiry ς only valid for year after LOA received date
Gone LIVE Cross Sell ς on customer product going live
Acquired Data ς new partners/affiliated or bought data (manual load into system) ς 
would create new lead
Abandoned Phone Calls with unrecognised CLI ς trawl delta in realtime + 20 secs looking 
for dropped calls ς would create new lead. Abandoned calls with recognised CLIs are 
probably existing customers and should be redirected to FLS (Corebridge may be used for 
this)

Opportunities created from running the above jobs then need to be allocated to outbound 
Consultants

8(c) Allocate Opportunities

The outbound team leader can see all current 
opportunities ς and should allocate these across 
his/her team before they expire (app will indicate 
when this is). We should build an automated 
process that will look at 
¶ Opportunity Expiry
¶ Opportunity Priority /  Hierarchy
¶ Consultant availability
¶ Consultant quality
¶ Consultant pipeline
¶ Opportunity conversion probability /  

hierarchy
¶ Customer profile size /  profitability /  meter 

types and AQ
¶ Customer relationship with any existing 

Consultant
The process would allocate opportunities across 
the team based on a mix of the above criteria (the 
eligibility index)
Once allocated an outbound consultant gets a 
new Action Q item
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Operation Agents ς Customer Checks and Qualification 

Contract Checking 

Contract Check Workflow

START

NEXT 

WORKFLOW

A new contract check record is created in 

table ProductCheck ï status New ï the 

existing supplier is IDôd. Ops Agent 

attempts to speak to supplier to get 

contract information for product

Contract Check 

Request In Q

[Success]

Data Capture 

Q

END

Update relevant product records 

with relevant data acquired from 

supplier ï i.e. CED

Contract Check

Complete Q

KEY

Queue

Task

|_

User Task

Timed Task

Automated Task

Call Back Q

[Supplier

Unavailable / 

Update Product

Check status]

Call Back

|_

[Supplier will

not help 

w/o LOA]

Set ProductCheck status to 

Complete / Harvest LOA 

Requested (May also be set with 

any CB details / pending)

Set to unsuccessful if unable to get 

info from supplier

[Update Status]

Document 

Request Q

(Harvest LOA)

[Continue with LOA]

Contract Check

Incomplete Q

[Update Staus]
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Document Request 

Document Request Workflow

START

NEXT 

WORKFLOW
END

KEY

Queue

Task

|_

User Task

Timed Task

Automated Task

ID Document Type / 

Recipient / Media / 

Associated Opp ID and 

Customer ID

Document 

Request Q

Print Q

[Request Made]

[Sent OK]

Document 

Request

Sent Q

[Send

Request]

Run Batch Print 

Job (Letter)

Run Batch Email 

Job

Send Immediate 

Email Request

Call Back Q

Call Back / 

Chase
[Resend]

|_

[No resend

Required]

Document 

Attachment Q

Update relevant data depending on 

doc type ï move files to new NAS 

location ï store links in DB 

(attachment). Remove Document 

Request Q items

Document 

Handler Q

Document 

Received Q *

[Cancel]

[Send request immediately]

Create work item in 

relevant WF to 

indicate requested 

document has been 

received

Qualify Q

(Opps In WF)

Main Data 

Capture Q 

(Quoting WF)

Contract 

Update Q 

(Conduct 

Sale WF)

Received Info 

from Supplier Q 

(LOA Post 

Receipt WF)

x no of days still 

no returned doc 

ï auto create CB

|_

* Occasionally we may request information from 3
rd

 party ï but before the information has been return in a document 

we have acquired the information over the phone. The original document request ï should have a status to indicate this 

and avoid us chasing a document that is no longer required ï status of ñInformation Acquiredò may be used

Batching In Q 

(Contract 

Batching WF)
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LOA Process / Post Receipt 

LOA Post Receipt Workflow

START

NEXT 

WORKFLOW
KEY

Queue

Task

|_

User Task

Timed Task

Automated Task

ID Document Type

Harvest (Pre/Post Sales) / 

JIC / Partner and create new 

work case

Document 

Received Q
[Partner LOA]

Print Q

[Harvest LOAl]

Request Info

From Supplier Q

Run Batch Email Job 

to forward LOAôs onto 

Partner or send 

immediate email to 

partner with attached 

LOA (scanned / 

echosigned)

Data Capture Info from supplier

Meters and CED

If info gained over phone and 

document request still pending ï 

update DOC request record to ñi

[Success]

END

[Just in Case (JIC)]

Call Back / 

Chase Q

[supplier 

Unavailable/still

awaiting LOA]

Call Back

|_

Final Q

[Failed]

Capture 

Reason

LOA 

Complete 

Q

Send Info Request and LOA 

by Fax / Email ï set 

appropriate CB ï varies for 

each supplier ï min is 48hrs

[Set Chase CB]

Document

Request Q

[Supplier sends

info back

via email/fax]

Received Info

From Supplier 

Q

Batching In Q

(Batching WF)

POST SALE

Create work item in 

relevant WF to indicate 

requested LOA info 

has been received Other possible 

Qôs 

in other WFs

[Resend

Supplier

LOA]
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3(j) Failed/Cancel

3(i) LOA Queue
3(g) LOA Sent

3(a) LOA Process

Sales Consultant - Harvest
¶ Leads-In/Lead Qualification
¶ Quoting & Pricing/Data Capture

The LOA process can be started from many different processes and by various user types (ǘƘŜ άhǊƛƎƛƴŀǘƻǊέ)

3(n) Supplier

3(t) LOA Expiry

Operations - Harvest
¶ External Objection Process

Outbound Consultant - Harvest
¶ Outbound Opportunity 

Campaign

Major Business Consultant
Internal Referral Q - Introduction 
to customer
¶ Same processes as Sales 

Consultant

Field Agent /  Canvasser /  Tele-
Appointer
¶ These new users types will 

also require the ability to 
trigger this process

3(b) ID LOA Type?

If the LOA process was created for a Partner fulfilled product (currently like profile 00 ς half 
hourly electric meters ς these are handled by UESL) start a Partner LOA process. It is possible 
to have both a standard and Partner process in existence for a customer at the same time

3(h) Partner LOA Sent

3(c) Is there an Existing LOA?

LŦ ǿŜ ŀƭǊŜŀŘȅ ƘŀǾŜ ŀƴ άǳƴŜȄǇƛǊŜŘέ [h! ŦƻǊ ŀ ŎǳǎǘƻƳŜǊ ǿŜ ŀǊŜ ƴƻǘ ŀōƭŜ ǘƻ 
create another LOA process for that customer. Advise Originator of this and 
do not create a new LOA process

3(d) Is there an Existing Partner LOA?

3(e) Create New LOA

3(l) LOA Received
3(m) Supplier Info Requested

3(o) Supplier Info Received

3(s) LOA Complete

Standard LOAPartner LOA

LŦ ǿŜ ŀƭǊŜŀŘȅ ƘŀǾŜ ŀƴ άǳƴŜȄǇƛǊŜŘέ [h! ŦƻǊ ŀ ŎǳǎǘƻƳŜǊ ǿŜ ŀǊŜ 
not able to create another LOA process for that customer. 
Advise Originator of this and do not create a new LOA process

3(f) Create New Partner LOA

NO (Create New)

YES

Advise Originator

YES

Advise Originator

NO (Create New)

{ǘŀǊǘ bŜǿ ά{ǘŀƴŘŀǊŘέ [h! ǇǊƻŎŜǎǎ ς Send Appropriate Email to customer with 
attached LOA, create x *  working day call back for originator in LOA Q. Call back is 
ǊŜƳƻǾŜŘ ƛŦ [h! wŜŎΩŘ. There will be 3 types of standard LOA ς Just In Case, Data 
Harvest, and Terminating (a new type that is out of scope of this document). The 
5ŀǘŀ IŀǊǾŜǎǘ [h!Ωǎ Ŏŀƴ ōŜ ŦǳǊǘƘŜǊ ǎǇƭƛǘ ƛƴǘƻ ǇǊŜ ŀƴŘ Ǉƻǎǘ ǎŀƭŜǎ

Originator Q LOA Email is sent to customer. 
Different templates may be 
used depending on the process 
from which the LOA was 
created and the type of 
Product. Echosign may be used 
if accepted by suppliers

Various work items are sent to 
the LOA Queue throughout the 
LOA process
LOA Sent ς x *  working day 
prompt to check for LOA (in 
post/ fax/email) ς if not call 
back /  send reminder email to 
customer - send email from 
central email account.
[h! wŜŎΩŘ ς set by Document 
Handling process - prompt for 
Ops to check LOA details ς May 
require more information from 
current supplier. If so set to 
supplier info request. 
Otherwise set to LOA 
Complete. If LOA not correct 
contact customer and request 
again.
Supplier Info Requested ς 
chase for info in x *  working 
days
LOA Complete ς Q item 
indicates LOA process is 
completed. This triggers 
customer advise email and sets 
the complete date (the LOA is 
valid for a year after this date). 
An LOA Sale Opportunity CB is 
created for Outbound /  
Originating Sales Agent ς this is 
the first captured contract end 
date less renewal notice for 
supplier

Chase

LOA not received within a specified 
time frame. Customer chased and 
no longer interested in sending 
back LOA. Originator sets LOA 
process to Failed /  Cancelled. This 
could also be automated by system

Or DOCUMENT HANDLING 
PROCESS (10)
Operations receive and scan 
in LOA from customer /  or 
received an Echosign email 
receipt. If it is OK the status 
is automatically set to LOA 
received and an Ops team Q 
item is created. Scanned 
Documents are attached to 
customer LOA record

Operations Q

3(k) Customer

Customer receives LOA 
template, completes and 

returns to us OR uses 
Echosign to digitally sign a 

LOA automatically mocked up 
by the application

Require further info from supplier: 
product info /  contract end dates /  
notice period /  consumption etc. 
Email/Phone supplier and create an 
Ops Q item to chase in x *  working 
days. Need customer a/c nos for this

Supplier receives & returns 
requested information

Required information is received 
back from supplier. Information is 
entered into the system by Ops 
team ς what fields are mandatory?

LOA process is complete. All required information is captured. LOA complete date is set ς the LOA 
is valid for one year from this date ς ŀŦǘŜǊ ǿƘƛŎƘ ƛǘ άŜȄǇƛǊŜǎέ. For non Partner LOAs - generate 
Email to advise customer when we will be contacting them and some basics about the supplier 
ƛƴŦƻ ǿŜ ǊŜŎΩŘ ς set LOA Sale Opportunity CB (first captured date where we can sell to customer)

{ǘŀǊǘ bŜǿ άtŀǊǘƴŜǊέ [h! ǇǊƻŎŜǎǎ ς Send Partner Email to 
customer with attached LOA, create x *  working day call back 
for originator in LOA Q. /ŀƭƭ ōŀŎƪ ƛǎ ǊŜƳƻǾŜŘ ƛŦ [h! wŜŎΩŘ

Partner Email is sent to 
customer with LOA attached. 
Echosign may be used if 
accepted by suppliers

3(q) Customer

Customer receives LOA 
template, completes and 

returns to us. Document is 
scanned in by Ops and DH 
process sets LOA status to 

LOA Complete and forwards 
LOA to Partner

External Process runs daily ς 
any LOA record with a 
completion date greater 
than 1 year gets set to LOA 
Expired

3(r) Partner

If necessary completed LOA is 
forwarded to Partner

Sales Consultant ς Just In Case
¶ Conduct Sale/FLS Farewell

*  x working day CB ς should be configurable by 
LOA Type /  Partner if Partner LOA /  supplier
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Document Handling 

Document 

Handler Q

Document Handling Workflow

START

NEXT 

WORKFLOW

Check Image/

PDF Quality

END

KEY

Queue

Task

|_

User Task

Timed Task

Automated Task

Received 

Faxes / paper

Documents 

scanned

Received email

Attachments 

saved (i.e. 

echosign)

Document 

Request Q

File Server

Predefined Directory

On NAS

[Documents saved 

in this diretory 

appear in DHQ]

Rescan 

Request Q
[Bad]

[Rescan image]

[Request Document Again]

[Good]

Data 

Capture Q

Match to Customer / Supplier. 

Identify Doc Type and other 

info required from Image / 

PDF. DC form will render 

according to doc type selected

[Reject - canôt match]

Final Q

Capture 

Reason

Document 

Attachment Q

Update relevant data 

depending on doc type ï move 

files to new NAS location ï 

store links in DB (attachment)

[Move NAS Files

to new location]

Print Q
[Send 

receipt 

notification 

emai]

Document 

Received Q *

* If no document was requested but we receive a document from an 

existing customer ï the Document Received Q item should be assigned 

(in the first instance) to the last consultant who contacted the customer

Opp In Q

[May be enough customer info to

generate an outbound opportunity]
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10(a) Document Handling

Sent By Post/Fax

10(e) tǊƻŎŜǎǎ vΩŘ ƛǘŜƳ ς using MIC Application Document Scanner

Scan OK

Once the image is saved to the predetermined 
directory a Q item appears for it. A fileIO routine 
runs to scan the directory for any image files ς and 
creates new Q items for those images.

We are increasingly requesting documentation from customers. These documents can include:
LOAs /  utility bills (for credit checking and consumption figures) /  termination letters /  UESL customer info /  contract evidence (could be supplier info 
sent in by customer or ecoes screen print) /  objection letters

10(b) Scan Document(s) 

Various documents are 
sent in via post or 
faxed. 

Documents sent via post/ fax are 
scanned by an Ops user. The resulting 
image is stored in a predetermined 
directory on the file server. 

If the user thinks the quality of the 
ŘƻŎǳƳŜƴǘ ƛǎ ǘƻƻ ƭƻǿ ǘƘŜ άǎŜƴŘŜǊέ 
should be asked to resend it.

10(d) {ŎŀƴƴŜŘ 5ƻŎǳƳŜƴǘ vΩǎ

Operations user picks up new scanned Q item(s). From a combo he/she selects a document type and captures the customer ID. If the 
document type requires any captured data the relevant data capture input boxes are rendered. The scanned image is viewable alongside 
any data capture components. It may be possible to add bar codes to documents we send to customers for them to return back to us. Using 
handheld scanners to read the bar code could quickly identify the customer ς the customer ID can also be manually captured ς the ability to 
search by name /  post code to return customers is essential. 

LŦ ǘƘŜ ǎŎŀƴƴŜŘ ƛƳŀƎŜ ƛǎ ƻŦ ōŀŘ ǉǳŀƭƛǘȅ ŀƴŘ ŎŀƴΩǘ ōŜ Ŝŀǎƛƭȅ ǊŜŀŘ ǘƘŜ ƛǘŜƳ ǎƘƻǳƭŘ ōŜ ǊŜƧŜŎǘŜŘ. This will create a rescan Q item ς which indicates 
the document either needs to be rescanned or the document sender needs to be contacted so that they can send the document again.

Once the customer and document type are identified (and all mandatory data is captured)  the scanned image is saved to another 
predetermined directory with the relevant custID and docTypeID as part of the filename. The filename is associated with the relevant 
customer record (i.e. ƛŦ ƛǘΩǎ ŎƻƴǘǊŀŎǘ ǊŜƭŀǘŜŘ ƛǘ ƛǎ ǎǘƻǊŜŘ ŀƎŀƛƴǎǘ ǘƘŜ ŎƻƴǘǊŀŎǘ ǊŜŎƻǊŘ). Once the image is saved to a new location the original 
image is deleted and the related Q item is also removed. LŦ ǘƘŜ ŘƻŎǳƳŜƴǘ ƛǎ ŀ [h! ǘƘŜ ŀǎǎƻŎƛŀǘŜŘ [h! ǊŜŎƻǊŘ ƛǎ ǎŜǘ ǘƻ [h! wŜŎΩŘ. If a 
wŜǉǳŜǎǘ 5ƻŎ v ƛǘŜƳ ŜȄƛǎǘǎ ǘƘŜ ǎǘŀǘǳǎ ƛǎ ŀƭǎƻ ǎŜǘ ǘƻ 5ƻŎ wŜŎΩŘ 

The GUI should indicate to users if there is an associated scanned doc. The doc can then be easily retrieved and viewed within the 
application.

10(f) wŜǎŎŀƴ 5ƻŎ vΩǎ

Requires rescan

Scanned/sent image is too 
difficult to view ς rescan. If the 
quality of the sent document is 
too low request the customer/
supply resend it.

10(c) Request Resend

Original document sent by 
customer/supplier needs to be 
resent as the quality is too low. 
Automated email is sent to 
sender to request this

Sent By Email

Save attached document as 
PDF or image into same 
predetermined directory 
that scans are saved into.

10(g) Further Processing?

Some scanned documents may trigger or require further 
processing. For instance:

¶ [h!Ωǎ ς when successfully linked to a customer 
record this could automate the next steps in this 
process ς sets LOA process status to LOA received (3l)

¶ Termination Letters ς once sent the registered post 
reference number needs to be captured for proof of 
postage purposes

At this stage of the process we may wish to automatically 
ǘǊƛƎƎŜǊ ŀ ǊŜŎŜƛǇǘ ŜƳŀƛƭ ǘƻ ŜŀŎƘ ά{ŜƴŘŜǊέ

3(l) LOA Received

When a scanned LOA document is successfully captured for 
a customer this part of the LOA process could 
automatically be triggered

10(h) wŜǉǳŜǎǘ 5ƻŎ vΩǎ

A document type remains in the Q until all mandatory 
data is captured for it. For a Termination letter this 
may be the Recorded delivery reference number (for 
proof of postage purposes)

Capture final mandatory data

Image 

saved to 

File Server

Image 

assoicated 

with

Customer

Data

10(h) wŜǉǳŜǎǘ 5ƻŎ vΩǎ

When a document is requested 
anywhere in the system a Q item is 
generated for it ς this may be used 
to chase for the doc if it is not 
received ς the initial status will be 
Doc Sent and when the document 
is scanned in the status is set to 
5ƻŎ wŜŎΩŘ

Reset Doc Status

{Ŝǘ ǘƻ 5ƻŎ wŜŎΩŘ
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All Agents  

Referral 

Customer Referral Workflow

START

NEXT 

WORKFLOW

(New consultant is 

presented with 

customer 

information)

KEY

Queue

Task

|_

User Task

Timed Task

Automated Task

ID Referral TypeReferral Q

[Internal]

Internal 

Referral Q

[External]

External

Referral Q

ID Consutlant

Major Business / Existing 

Customer / Product Expert 

(Telecoms) / Alternative (ñnext 

bestò) if consultant is busy 

Handover Q

Corebrdge *

Corebrdge *

ID Partner

Domestic Customer / Product 

Specialist (Insurance)

Attempt Handover

Corebrdge *

[Failed (manual) 

referee 

unavailable]

[Success]

END

[Call Lost ï outbound call back]

Customer 

Option Q

[Failed (auto) 

ñnext bestò]

Customer Lookup 

View

Phone number and 

Last serviced by 

Lookup

[Corebridge lookup]

Customer choose 

either Call back or 

to talk to Current 

consultant

[Talk to current consultant]

Call Back Q

[Arrange CB 

and send 

CB details to 

both parties 2]

Print Q

(Send email)

[Corebridge Lookup]

* Corebridge Cairo is needed to enable redirection of 

incoming calls based on rules held in the HUB database

Each referral involving a new opportunity 

needs to be tracked in the system ï 

possible referral information record 

(including referral ref) is associated with 

the related opportunity record
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