POL00037733
POL00037733

MISC Number Sept 2020 1 Section 2 Getting Started V0.1 Drafy

Getting Started
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L(}gaﬁ Inout usemame and passwaard than prass Enter to lagin
Uzarname

You will be given g Horizon usernarme and a temporary
password. The username is unique to you and is linked 10 your
Smart 1D, You can find out more about Smart 1D on the next
page.

= Typeinyour user name and password and press 'Enter’

«  Amessage will pop up requesting you to create a new
passward. This must be av least 7 digits long, but no maore
than 14, and must contain one letter and one number

«  Amaessage is then displaved telling you that you have
successfully logged in, press 'Enter’ to exit screen

Poem mm mm e men o mm o oom oom onn oms M G M e mm mm mw oy

! Remember! Never share your password with anyone, including your manager. |
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Artaching to a stock unit

fn order 1o serve customers, you need to be connected toa
stock unit.

+  From the 'Home screen’ press ‘Back Office” and then
‘Admin’

« Select Attach User

« Usethe down arrow until you find your username -
Selectyour username and then press 'Enter’

« Onthe next screen select your stock unit and press
‘Enter’

+ Youare now attached 10 vour stock unit

You won't need to do this every time you login, but always
remember to check you're attached to the correct stock unit by
looking at the bottom of the Horizon screen,
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{ Remember! Always complete a cash declaration when you take over a stack unit.
You can find out how to do this in Section 10,
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Smart

The Smart1D system links each Horizon user's 1D 1o their training and HR record. Before an assistant can serve customers, they need
to have passed the necessary vetting checks and the compliance training. Here is an overview of the process to follow:

*DMB assistants complete compliance training and test before attending the classroom training,

How does the postmaster/branch manager create a Horizon 1D using Smart 1D?
In Horizon Back Office Admin select Create (User)
Follow on-screen prompts and enter the user’s Smart 1D, checking the name displayed belongs to the user
+ The Horizon 1D Smart 1D « 2 digits) will be generatad.
Create a password for the user, add a role to their Horizon 1D, and attach them to a stock unit {if required).

o Teli the user their Horizon I and temporary password. They can now log in using their Horizon 1D and temporary password
which they will be asked to cha nge@

What happens if temporary cover is needed in branch?

i the temporary assistant has a Smart 1D, follow the process to create a new user. If they don't, follow the process for recruiting a new
assistant, [t's important to make sure the temporary cover has been vetted and passed their compliance training and tests so that they
are compliant to serve in branch.

How long does it take to get a new assistant live on Horizon and ready to serve?

Onee the assistant has sent their PR50 1o HRSC, it takes on average 3 we«a)r vetting to be completed. Afar vetting is complete,
the assistant’s Smart 1D will be sent to the branch email address.
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B Top Tipt When planning extra resource for Christmas, allow plenty of time for vetting, i
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Transaction Acknowledgements (T

What is a Transaction Acknowledgement (TA)?

Transaction Acknowledgements {TA) are an automated way 1o
account for transactions carried out on the Paystation or
Camelot Lottery terminals each day.

TAs are serw electronically overnight and are processed by the
first person wha lags into Horizon Online the next working day.

A pop up message appears on Horizon and you won't be able
o serve untit the outstanding TAs has been processed.

You nead o0

o« Check the cash received for your Paystation and Lottery
transactions against the list of cutstanding TAs

+ Process TAs to accept all entries on the screen

« Physically move the cash in or out of the stock uniy
where the TAs were accepted. This ensures that your
stock unit will balance

Viewing accepted TAs

There may be occasions where an assistant needs to serve
customers quickly, so they process the TAs without checking or
physically moving the cash in or out of the relevant stock unit,
On those necasions, you can print a report t show what was
accepted, on Horizon go to;

«  Press ‘Back Office’, then ‘Reporting’, then Reporting

Office’, then "Ouistanding and Processed’
«  Enmter dates from {yesterday} and to {today)

This report prints on the Back Office printer, so remember to
switch it on.
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WHY IS THIS BLANK NAT?

I've also amended the PNG of the CX page as the text was not
readable and was blurry



The Basics of CX
Our Customer Experience Drivers and Behaviours help us deliver a great experience. These underpin our
values and help us focus on the things we know that are important to our customers. Our behaviours in

these Drivers define how customers rate our customer experience. Being friendly, acting, and presenting

ourselves professionally while displaying good levels of knowledge are very important to customers, as
well as understanding their needs and meeting their expectations in an efficient way.

Here you will find the Key Basics a customer would expect from us, each and every time they visit us.
Remember, these are the basics, we should always be actively looking for ways to delight our customers.

¢ Greet customers with
asmile .:. . :
e Thank customers for
waiting where
appropriate .
*Give my full attention
ﬁ 'tHrdughout their visit.
»| use good manners at
_all times. _. .
= | build rapport Wlth
~ customers S
elisten andtalkina
pleasant, good- .
natured, easy manner.
» Treat my customers
_ with warmthand
_ respect, caring éabout
_the expetience |
_provide
¢A!ways say gaodbye
_and thank you as
customers leave.

b'ﬁl look smart at work
_taking prideinmy

appéarancé S
*Respond

appropriately and

build rapport with
_customers, providing

_relevant information
_withrespectand

mtegnty

s| am able to
_understand the
_different needs and
priorities of
customers.

* | engaging

different customer ‘{ .

_types whilst
_remaining calm under
pressure.

»| have a good
understandmg of the

_ transactions, prod_ucts '-
and services we offer
and keep myselfupto

date with changes

_elamaware of my
surroundmgs and how
to use the technology .

: | perform awide

_ variety of tasks an_d .
learn new skills quickly,

»| share my knowledge
with colleagues and

am comfortable

observing othersto

leam new things.

- .:»C ustam er QX pe I‘I‘e nce

by asking relevant
‘questions to help me

_ identify whatis

important tc my.

v customers. :
*| know how to fulﬂl .
. myduties and

understand the

__ attributes thatlead to
__great customer .
satisfaction suchas
beingeasytodo

_ business with.
'We have a variety of

. product experts and

refer customersto

 these where
_ Appropriate

s|am prepared and
__organised, ready to do
_myjobinthe best

possible manner with

the least waste of
time and effort.

imekesureihave
everything | needto
__domy job before

starting each shift.

_elamcapableand
_ confidentandcan

work at pace to meet

customer flows and
demands witha

_ flexible attitude.
| focus on important
_ tasks first, hmttmg

d;stractions, somy
customers can see |

_ value their time.
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=1 take the time to build

relationships with my
_customersto helpme
_gettoknow themand
_ understand their

: needs i i
ol listen and ask the

_ right questions to see
_if my customers have

additional related

peeds togo beyond
_their expectations.
=l am honest, authenttc .,
_andtrytolookatmy

- branch through the
eyesof my custemers :;
tolook for -

improvement

_ opportunities.




