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It is important to maintain the Product area for each client to ensure that it records a true picture of the 
client’s current situation.  This is particularly important where other users may be accessing this 
information and will need to know that any information retained is accurate and up-to-date. 
 
Products that are stored within this section of the Key will have been created in a variety of ways: 
 
· Existing mortgages / insurance policies entered via the fact find.  These will be identified by the New 

Business tick box being empty.  These cases will not appear in Admin > Pipeline . 
· Mortgage or Insurance Products which have been created manually by clicking the New button in the 

Product area.  These will be defaulted as New Business  which will appear in the Pipeline  area 
however the tick can be manually removed where a case is an existing plan. 

· Mortgage or Insurance Products that have been created through use of sourcing or another quotation 
system.  These will automatically be created as New Business  and appear in the Pipeline  area. 

 

 
 
A Product should be closed (which will automatically remove the product from the Admin > Pipeline  List) 
in the following circumstances: 
 
· The case not proceeding.  This could be for a number of reasons including being turned down by the 

lender/provider or the client’s own choice 
· The case is for research purposes only e.g. where multiple products have been created through 

Mortgage Brain, Trigold or the Exchange when numerous comparisons and illustrations have been 
produced. 

· At the end of the advice process when all advice process requirements have been completed. 
 
Closing a Product for Case not proceeding / Researc h 
 
Prior to closing the product a check should be made to ensure that all relevant information is recorded 
against the product.  This will depend on how far the case has progressed (if at all) but could include a 
review of the following areas: 
· Product documents  – have any documents been produced during the process which should be 

retained against the Product or Client Document record.  Guidance on how to add Documents can be 
found in the Document Management  User Guide 

· Notes  – are any notes required to explain why the case has been closed 
· Review Dates – if a Next Review Date has been entered this should be deleted if the product is not 

required to be reviewed in the future 
· Dates – where the case is to be closed part way through the advice process have all relevant dates 

been recorded 
 
Products can be closed manually, or can be closed automatically when an application date is entered in 
the product that is due to proceed. 

New products created 
through sourcing 

Existing product created 
via Fact Find 
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Manual Closure of a Product 
 
In order to close a product highlight the case and click on Open at the bottom of the Products screen. 
 
This will open the Product details screen.  Click on the drop-down arrow next to the Status  box and select 
one of the following Status options: 
· Not Proceeded With 
· Declined by Client 
· Declined by Lender 
· Research Only ** 

 

 
 
An additional box will be displayed confirming if the product is to be closed.  This will remove the product 
from the Admin > Pipeline  area.  Click on Yes to close the product details screen. 
 
** Research Only – if this option is selected the following boxes will not be displayed and the product will 
need to be closed via the Worklist  tab by clicking on the Close Product  button 
 

  
 
An additional warning box may also be displayed where no completion/start date is entered. 
 

 
 
Click on OK to proceed and then on Close  at the bottom right corner of the product screen. 
 
The Product list will display all products related to the client but the status box will be updated.  By placing 
a tick in the box at the top of the screen marked Show only Pipeline Business  this will hide any closed 
or current products and only display pipeline business 
 

Review Date:  
Remove if product 
not required to be 
reviewed in future. 
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Show only pipeline new business box  unticked showing all business 

 
 
Show only pipeline new business box  ticked showing only open new business products 

 
 
 
Automatic Closure of a Product 
 
Upon entering an Application Date  in the Product  area (Mortgage Product > Main, Insurance Product 
Other Details) and when the product window is closed a Close Products  window will be displayed 
showing all other products of the same type e.g. Remortgage, that are still open. 
 

 
 
The products that are displayed are selected (ticked) by default but can be unticked if they are required to 
remain open.
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The Status  defaults to Not Proceeded With  for all products however can be amended to another status 
for all products or can be amended for each product individually. 
 
A Reason  for closure can also be added.  Click OK to apply the changes and a confirmation box will be 
displayed. 
 

  
 
Click Yes to close the products. 
 
The updated products will be displayed in the Product area as shown below. 
 

 
 
The individual products can be opened and details of the closure viewed in the Worklist  screen. 
 

 
 



v3.4.19 July 10 5 

 
Closing a Product at end of the Sales process 
 
Prior to closing the product a check should be made to ensure that all relevant information is recorded 
against the product.  The following items can be used as a checklist: 
 

� � Product details  – have all details of the product been accurately recorded in the Main  and 
Costs  tabs 

� � Dates – have all dates relevant to the advice process been recorded in the Application  / Other 
details  tabs 

� � Property – have the correct property details been recorded 

� � Worklist / Tasks – have all tasks associated with the sale been completed.  Any marked as 
outstanding will automatically be amended to Not required  when the product is closed 

� � Commission  - is the commission relevant to the case accurately recorded and confirmed as 
paid 

� � Documents  – are all documents relevant to the case retained in either the Product  or Client 
Document  record.  Guidance on how to add Documents can be found in the Document 
Management  User Guide 

� � Notes  – have sufficient notes been recorded against the case to explain to another user the 
history of the case 

� � Basis of Advice – does the Compliance  tab confirm that advice has been given 

� � Review Date – does the review date accurately reflect when the product is to be reviewed to 
ensure appropriate client contact can be made at the time 

� � eNBS – has a new business submission been made to Sesame via the Key or externally via the 
Sesame website 

� � Fact Find Document – has a Fact Find document been produced and stored in the Client 
Documents area (Print Preview within Fact Find) to reflect the information obtained in relation to 
the advice provided.  NB This Print Preview action must be completed prio r to updating 
the status of products as detailed below) 

� � Policy/Product Status (Existing mortgages / policie s) – where any existing Products are no 
longer in force these should also be reviewed and the status updated to reflect their current 
status.  For example where an existing Mortgage  is redeemed the Status  should be updated to 
Redeemed , where an Insurance  product is cancelled the Status  should be updated to 
Cancelled .  By changing these statuses this will remove the products from the Client > Fact 
Find  area for all future sales. 

� � Policy/Product Status (New mortgages / policies) – the status of any new products 
recommended should be updated to reflect that they are now current.  For Mortgages  the 
status should be updated to Current or Completed .  For Insurance  this should be set to In 
Force.  Theses statuses of Current/Completed and In Force will automatically populate the 
Client > Fact Find  area with details of these contracts as current mortgages/existing life plans 
for all future sales 

� � Updating the Client > Contact address – where the Mortgage Fact Find has stipulated the 
client as a First Time Buyer  or House Move  an automatic prompt will be displayed to update 
the client’s new property address into the Client > Contact > Main Details  screen.  The prompt 
will be displayed when a Mortgage Product status is updated to Completed  and a Completion 
Date is entered in the Application  tab. 
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 However where this process has not already been completed this can be completed manually.  
using the Update Client Address with this Address  function in the Property  tab of the 
Product  area as shown below: 

Click on the Property  tab of the relevant product.  This will display the address of the new 
property. 

Click on the Update client address with this address  option 

 

Where a completion/start date has not been entered a message box will be displayed 

 

Click OK and enter a completion/start date and repeat the above process 

A further message will be displayed to confirm the process.  Click Yes. 

 

The new property details will now be displayed in the Client > Contact > Main Details  tab as 
shown below. 
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The Fact Find > Client Cont.  screen will also have been updated to show the previous 
address details.  The Date moved into your current address  field should be manually 
updated to reflect the actual date of moving. 

 

 
When all requirements have been met as detailed above the product can be closed. 
 
Open the required Product and click on the Worklist  tab.  Enter a Reason for closing  (if required) and 
then click on Close Product. 
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The Key will check to ensure that all mandatory fields have been completed and if no issues are found 
the following message will be displayed. 
 

 
 
Click on OK and then click on Close  to close the Product screen. 
 
The Product list will display all products related to the client and if the product is reopened a number of 
the fields will be read-only.  By placing a tick in the box at the top of the screen marked Show only 
Pipeline Business  this will hide any closed or current products and only display pipeline business. 
 

 
 
What actions can be taken on a Closed Product? 
 
When closing a product a number of fields containing product data become read only.  However it is still 
possible to complete certain actions in relation to the product as follows: 

· Add or amend a review date 
· Manage commission payments through the Commission  tab 
· Add new tasks or reminders through the Tasks and Diary  tab 
· Add additional notes to the Notes  tab 
· Add additional documents relevant to the case via the Documents  tab 
· Submit an eNBS to Sesame via the eNBS button or confirm that an eNBS has been sent 

externally via the Sesame website 
· Re-open  the product (see section below) 

 
 
Reopening a Product 
 
It is possible to re-open a product once it has been closed.  This may be required for a number of reasons 
including the product having been closed in error or product details requiring amendment. 
 
In order to reopen a product access the product and click on the Worklist  tab 
 
 
 
 
 

Product screen showing updated 
product statuses following advice 
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Click on Re-open  and a message will be displayed asking if the product is to be re-opened. 
 

 
 
Click on OK and then Close  at the bottom of the Product Details screen.  When the product is re-
accessed all fields will now be available and the product will be re-listed in the Pipeline area. 
 


