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Application Stage: Agent submits mediation application to Second Sight 

Second Sight record & send 
applications to POL by COP 
Monday (including thematic 
spreadsheet) 

POL confirm (by COP Weds to Andy Holt & Suzie 
MacGregor) 
■ls agent still in place 
, Have internal investigations been exhausted 
■Are there any current criminal investigations 

Working Group debate & discuss to confirm: 
■What cases need further info provided 
R\/f cases are declined 
■What cases will be investigated internally 
■What cases will go to mediation 

POL confirm to Second Sight (by COP Friday) what response letters need to be sent to applicants: (Comms need to be made aware of this). 

. z.
Second Sight send letter to agent 
advising POL will carry out internal jJ 
investigations (aim to conclude within 
8 weeks). 

Second Sight send letter to agent requesting 
more info. 

.. ........ 

POL case review manager undertakes a full internal investigation j  Working group review & make 
(see investigation stage: mentioned later — only POL actions are decision as to whether case is closed 
applicable) & provides outcome to working group with or suitable for mediation. (Comms 
completed case review doc & supporting evidence, need to be made aware of this). 

Second Sight send letter to agent advising Agent submits funding i POL request finance POL send letter to agent advising outcome of internal 
acceptance into mediation: instructing to  request to POL. ullili purchase order. investigation & any actions required. 
return funding request within a week to POL.

Day POL liaise with the necessary internal contacts to 
D . - ensure any applicable internal actions are carried out. 

Second sight 
case with  POL (Comms 

plete 
casen 

complete 
to Second Sight i 

POL send acknowledgement ement letter to 

g ~P; agent: confirming funding purchase

need to be made aware of   order number &advising case needs to Second Sight send letter to agent confirming outcome 
this). be submitted within 4 weeks. of POL investi ations. 
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Internal Investigation Stage 

POL & Second Sight investigate independently gathering/sharing info. 
■POL access relevant systems to gather information & gather required information from key contacts (embedded doc refers) 
■Second Sight request specific information from POL (at the same time as POL gathers info) 
■POL & Second Sight independently review evidence collated to hi-light if any additional research is required 
■Second Sight liaise with agent for further clarification & further evidence (if required by Second Sight or POL) 
•POL & Second Sight clarify if there are any further actions required. 

Nun process 
invoice & arrange 
repayment of 
advisor cost. 

Agent submits 
dvisor payment 

invoice to POL. 

>econd Sight send letter to 
agent confirming outcome 
:ase review & next steps e. 
nediation meeting to be 
arranged or meeting to be 
arranged with a POL 
epresentative????? 

If required POL send 
letter to agent requesting 
invoice to be submitted 
for advisor payment. 

I 

'orking Group debate & 
scuss recommendations to 
infirm if they agree with 
se review 
commendation. (Comms 
!ed to be made aware of 

4 
POL & Second Sight write 
up case review & obtain 
input from Legal. 

OL & Second Sight present 
Working Group 

?commending: 
Mediation Meeting be 
rranged 
Meeting with POL & SPMR 
e arranged to resolve 
eternally????? 
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Investigation Touch Points 

Project Manager Legal Dispute Resolution 

FSC. product specific Current/Previous Agent Debt 

Access to [mails 
 Cash/Stock Management 

Investigation Reports-----_ - . - - ~- 
___ Connectivity & Hardware 

Contracts/Appeals, etc ' `~ -- HOLg olive dates 

Training Records 

Intervention requests 

Audit reports/ 
scheduling 

ARQ 
requests 

ATM/Engineer 

Logs 

NBSC 

HSD 

Credence 
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Mediation Stage (If meeting with SPMR arranged to resolve internally): 

POL appointee to liaise POL to send letter to agent advising of meeting venue, time, Agent to return slip POL appointee to liaise with 
with agent to discuss etc. (require guidance on what to expect during meeting, confirming they will be in the case review manager to 
potential meeting who can be present with them, etc. & how to claim back attendance (& if J'" fully familiarise themselves 
venues & suitable any relevant costs to them & return slip as confirmation of accompanied, confirm with case & request further 
dates acceptance) who) evidence if applicable 

Agent to advise POL if POL appointee to AL WG to agree 4 POL appointee to recommend 4  POL appointee to meet 
they accept outcome or discuss WG outcome 2 resolution or  resolution or to close the case IIJ  agent & discuss case, 
wish to enter mediation with agent close the case to WG???????? ¶ resolution, etc. 

POL send letter confirming POL liaise with the necessary Second Sight send letter to 
details of resolution & next 1 internal contacts to ensure i iµ agent confirming outcome of 
steps (Comms need to be resolution actions are carried  " POL meeting & agreed 
made aware of this) out resolution 

POL send letter confirming 
rejected resolution/closed 
case & next steps (Comms 
need to be made aware of 

Second Sight send letter to 
agent confirming rejected 
resolution/closed case & next 
steps 

this) 
I I 



POLOO134525 
POLOO134525 

Mediation Stage : If mediation meeting is to go ahead (this can also include where agent 
already had meeting with POL appointee, but resolution has been rejected or POL close 
the case) 

Second Sight send letter to agent advising Agent submits POL Ilrequest 

a 

POL send acknowledgement letter to agent: confirming 
acceptance into mediation & instruction to funding request to finance V # funding purchase order number & advise someone will 
return funding request within a week to POL POL. purchase order be in touch to discuss suitable meeting venues &dates. 

POL passes case to CEDR CEDR appoints POL representative / Agent 
engages with professional advisor 

CEDR confirms in writing to POL rep, agent & 
mediator details of mediation meeting 

• POL & agent review case & liaise with 
case review manager to totally 
understand case (Agent to liaise with 
professional advisor if opted for) 

• CEDR liaise with POL rep & agent to 
appoint a mediator & agree timetable 

CEDR shares complete case review with POL 
representative & agent 

■POL rep requires guidance on possible outcome 
decisions (compensation policy) 

■Agent requires guidance on what to expect next, what 
to expect during meeting, who can be present with them, 
etc. & how to claim back any relevant costs 

All parties to confirm meeting acceptance  All parties attend mediation meeting If required POL send letter to agent requesting invoice to 
be submitted for advisor payment 

POL process invoice & arrange repayment of J Agent submits advisor payment invoice to POL 
advisor cost 



POLOO134525 
POLOO134525 

Outcome 

Mediator advises all parties of 
the outcome (is this done on the 
day of meeting? ???) (Comms 
need to be made aware of this) 

■ CEDR confirms in writing to all 
parties mediation outcome & 
agreed actions 
CEDR liaise with necessary 
internal contacts to ensure I 
mediation actions are carried 
out 

POL to finalise case review 
summary & file accordingly 
(retention period???? & where 
to be stored??? 
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Review of Process 

CEDR/ POL Appointee 
????? to discuss process 
with POL rep, agent & 
mediator for feedback & 
improvement ideas 

CEDR/ POL 
Appointee???? to 
cascade any 
improvements to process 
owner (Angela?) 

Process owner to update 
process & communicate 
changes to necessary 
POL contacts 

Process owner to advise 
other POL process/policy
holders where 
improvement is required 
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Mediation Process 

J 
AnnIiatnn An4cuhrnits mediation annIicatinn.t ,, second Si 

1. , 'd ;ht P,,. dXs, .anf,r, toF', to Vr)l hyli)P Monday 7. Workir , t, p 111..k,de,:,ion as to wh,ll ,'r , ,. , , I o.,:I or 
r 1:; Ihrn dl:, s.. ,. d,l 1'e'.) su:labl, 1 111 11101 <.11:1',' (Comms need to be ,,it, aware ofd)is). 

2. POL confirm (by COP Weds en Andy Holt& Suite MacGregor) 
• 

8. II „hla , „ I .,l,o a, ,n11.111,11 ,' I ll,, l 11 '1. `,, ,I ` hl ,end 
1 , 1,, ,till. in pia„ 

• 1 e u ,,d ll 511''', ua,e i 10.1.1: 0.011, ,ll.l : I 
Ien,n t i;, t v. I.L lull' iIlt, „ ro ,_ :roll,: ( I ii: tc 
Ia,11n 1 11: 11.11111.5 ItOhilili , 10e111 10 Po] 

• lI E l il-Il' . 117 , Ilrr,'clthln

3. Working Group debate & discuss to confirm 9. _. Agent subn is fu .ding request to POL. 

• m'1. 1 as„ Ill-I - l hc= I II I:' pinvidod 10. POL request finance purchase order. 
• V'1 ,,1 ,,lv,. ,o I,',int'd 
• v. l t, „s oil Ill' 'i,„til, l,11 In:cvnally 11. POl senda,knoe•I, dpement letter to agent,o; I fnl; I. thin 
• V'I . t I , , 111 1 ,-di.11:010 11111, h.1 ',. ., Illn~ X 11"l1, ., ,-, I'. lii i Il. oIl h. I I,' 00 yr:l nln4 

3. POL confirm to Second Sight (by COP Friday) what response heaven 010 k,. 

need to be sent to applicants: .,. s 1 eed 1,. ,11. made aware of this. 
More Info required: 12. Ag,+11 ,. 1 .l „.....plete case to Second Sq)' 1. 

Second sil t 77:t 1, itrl In V nqu,r i, 1 1: Inn° ' 13. So: ond,l,I te1 ,:r.umplotc rasp wilt: POI . (Comms need to be made 
Case Declined: aware of this). 
Second 1 1 ,1 no :::, Ic u,'l I,' .1111 v aovisl lg they .1 .non suitable formediation at 

II 14. If I . ' 1 ': l, l l ,I`ml )I I I,H, 1 .1-ing 
internal Investigation Required o t o 01 1,'. . . 1 111 ,sl l, t X.II y ,t .,1.,.„ 

4. a I i , I : ".I t required Sight send letter to gent advising POL 
I it 1 II ; r ( 1 Io a  ill ( h Iseks) 15 n: y Pc I I I, u•, y ,I .d tacts to ensure any 

5. of , , , d, 1 k, , I I l in , ji",Ii;i,I loon see pi,h,. l 1, , . 1 .1, 1 , , ,, 'd,.at. 

1 1 I 1 " -d l 1 dy rot 1 ,, 1 r I le) 16. 111,1 [,',','. ,1 letterto agent cool ln,:Ill; outcome MPOL
X I :.q I ,. kin. , I ,.,ilh I I ; I, I, 5I , ,,. ,.,1,. doc 
& 1111111 1i011,w(f, „ 

7,11. POI appointee to liaise  with agent to discuss potential meeting 31. POt appointee to discuss WC outcome w if agent 
,s Xs 1I.lhi ,''J I,'1' 32. A, ,n 1 111 ,111',,' )1011 y.r, pi l t „ ,. /nh ll im'i or 

75. 01 ,-nd iett Ill , m .Id,,  of meetlnl c. Ihm', etc. ,clll.,lmn 
. 11,0 0:1 1af-I d, i! I I1, .,I,,, ., n be 33. If g,"1 , „ ill 

sn.. , h l: t,ll l of , Id+,,II,'!
P„ t th Ih ,t rw 11h ,l o 1 11,,1 1, ny , Ie.. ,l . oststo d,' 1,, i t, , I ,,,, I I K ne.I o l ' Its it 111 s ,1'd to he , 1, ,.111'of 
tl 4 Iu, 11th 10 ,I0111lI li 1011 PI II Ihi,) 

26, A 11 0L:1 1 inn li , .bt' 1 II I.uu' (.XII 
ie::l )

34. POI IL,, ,:;n 11 .1 11,'.1.,. y,:do'F' 11 , 1010: I'mnI, solution 

27. 
I . : . 1. 

Nil pIf trt t, ,m,: 111 1 1  lob' , , . al; l to lolly 35. „ I , I ,,,ul lcl. I l.p Ill mnl nix 11 :1u),e0'01'IlL 
.11i s f 10: 1101. lth'l ,:-Iv,"lr II . , , X 0.11::,''. I 11:III ,,, Ien„ i t K'l.I,"d 1,":,1111;111 

36. II . 1;ent 1 ,110Y . I'OI ,, c iI 1' ,.111 Pill ,end letter 
28. Pun Vlfll,rl, ,,, 1-nt3 lint a It's: l L,. n, cl<. 01:1:1: 11 10:10 ye,lyd , „to IN,.ad t , sc¢III  stops (Comms 
29. Vol 010:111 I:-:' l ,, , mnJ s t ill,' ::: 1501:0' l iii' : ' :'.o to u,:I I I , 

N 17. „ "Itill : ,I lets t . 111.tit ,tint 
10. N & :11 't,I, 

2 

1„ 

II. 01111 1< 5:50 nd Sightinvesti ll i nd:'pe,d, ty '.he4np,/, 
• Pot at ,Io,. I lsysl, ns 1 ,  Id.10 n nfo toX p1''. hr, requrednformation from III col, I, is (embedded doc refers) 
• ,191 'Im" ,P,a ili i " I ,ullll,Il il1Il 1111 POI (.,1 11 Ii' ,. ti l l:,' .05 l of .Ilion 1111,1) 
• III X tie„Onli 5i1 1: t I 'l l,'p, I, tY , , ,.,tat , o Ili I I;hl it n :Id ai  r..search is iequired 
• , e 111'iiyl LI , e .-II, age I,, I ll ,I OIl i i Ibn if, vida e 11 eew red by Second Sight or POt) 
• OI:I K',tiro I gim,.I.r:'y 1 , e. , . 1yI I I .1: 

18, POL&Sear , ,I t ,si lt,' t I , r.& 1151dmt .putb I_, 
101- POL&se,c l , ,l tpl, ur I I,, v. ' 

• M diatilrlM (',-l inrIll, god 
• M Irl;lni,,l Pill X ,IMI1 1 aIli;e,l II: , .. I orea11y•PPl' 

711- Workini' [,I,..P:1:-loll:- 5:1:'.: so ro-:::rin,n'::::. t„stt,ol l I 11 07 . 111,, , ll , , I,. , . , ,. ,-nd I'ol . (Comnssneed to be made awareofthls.) 
7I. Sec .rd `:Ll lx x 1, [1, 1 11, In, t it t i 11 1 , ,. not , . , ,v nK: 11.01 sI,'i , I 1 ' •etI IL boo :1 ' III 01 ,rrni,to III' arrangedwitha 

POI , Pl,'s< t ti e. P''7 if required POL send letter to agent requesting invoice to be submitted for advisor payment. 
A,¢ri s;bn lS,nl' 11 P.O r I , .1,, o Pill yt ' 

Ple,-, v, X. 1:a 11' . P.:y„eel of d,t,1 I, I 

4 ~Yit 
IS, S )'dtit t I I ,T I, I t :ny I I ,' into mediation 45. POI K 1100:1 1' i ., v 11 .. 11 1 . totally 

&i 1101 1 . 1: It,r 10 , 1 r ttu ,tI ,'sl ' ,r t k 111POL 
39. Agenl 1bl 1 t Ill )1 
40. POL lisp. ,i'SI CLIII 11 
41. POL I . I , P I loIl 1 11111 1: 111116 

pu , X , r „t. , I I , cutl II, discuss 
suhbi n, l l,v ,s Kd i s 

42. Pot p.nsstnse to( 1011 
43. CEDnapp,. x. Poll n, s lal ino/ Ap,-tit I 1 s a'lh Pnllcsslonal 

advise: 

44. CEDRshale : , ,lPlel, ca. ln.va i l l: POl 'pl000nl., l ino' X client 

• POI leµ ,I 11I.1Il, 0 In: roe,- Ile outcome 
I„osl1n (1, Iii ,, n111, Pol ley) 

• At. -Ill 111 L1:„0 OIl 1.100.11 10.' :' 1 rnl, 
1 x1 -1 i. 1 1„ ., b geoid 

l

' . 11 1 

111h, , X1 , v: I 't I. n hat k. ~l , I,,nt 

52. Medially,olnl,s 'I l [1"11, of u, r_Iccn, ,I it  '. 110 :0' on the day 
01w 01.0, 11: '.> I .< Ill:: Inn 1 , , 1 111 I , 1.1,11' . l. 01 11li,) 

53. CEDR confi'ms in writing to all parties mediation 
outcome & agreed actions 

• CEDR liaise with necessary internal 
contacts to ensure mediation actions are 
carried out 

54. POL to finalise case review summary & file accordingly 
(retention period???? & where to be stored??? 

cl .e (Ai 1 I 1 ,. 1,,, 1:1,11 l'ss r 1.11 ,1110101:1 If cnnd 
to) 

• tI 1 1 1 11 , Pill I L. I -til l II I of ,501101:.i: 

46. (11 01111: I v h 11  I" POI nI, I t&tiled I d,Itls of 
metl 1 

47. All p.n6,'s Ill II1l'llN nu"-. Inn, acu ptan,e 
48. All   I .:10I'nd 1 1 11 1'l'
49. If requil,'d POI „nrr,'11,-' II' .,o', ' ,t 1,"Inestinglnvoice to be 

subn:itt,rl 1111 a,lvix,r p.1y:n,'n1

50. Agentt p.1/11:1-,: 1 111 1 POI 
51. POL P ,s, . v.0i K. 1 1eP s , 1 .ldvisorcost 

55. CEDR/ POL Appointee ????? to discuss process with POL rep, agent & 
mediator for feedback & improvement ideas 

56. CEDR/ POL Appointee???? to cascade any improvements 

to process owner (Angela?) 
57. Process owner to update process & communicate 

changes to necessary POL contacts 

58. Process owner to advise other POL process/policy holders 

where improvement is required 


