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Introduction 

PTFS now receive regular notifications from L&G of protection policies that 
may be about to lapse. A policy will lapse, for example, if the direct debit has 
been cancelled by the policy holder. 

The information from L&G is loaded onto FS Toolbox where the system 
attempts to find whoever sold the policy in order to alert them. This gives the 
Branch an opportunity to follow up the reason for the lapse with the Client. 

 

Toolbox process 

Three times a week (Mon, Tues and Thurs), L&G provide a file to PTFS with 
details of policies that may be about to lapse. The information includes the 
Client details, policy number, identification of the branch that sold the policy 
and the reason for the lapse.  

The data is loaded to Toolbox where the system will try and match the policy 
number against the equivalent Policy record on Toolbox. If the policy record is 
found, Toolbox knows who sold the policy. If a policy is old, with no record on 
Toolbox, the system will simply match on the Branch FSA number.  

In any case, a Toolbox task record will be created, containing the information 
from L&G. The task will be linked to the Policy where possible and will be 
assigned to an administrator at the Branch. The administrator can then 
determine who is best placed to follow up the issue with the Client. 

 

Nominating the recipient of the Alerts 

The branch should nominate who should receive these alerts by editing their 
branch profile – see below. 
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The branch manager can do this at the Branch Details / Profile page – see 
below. Click EDIT, and at the drop down list, select the individual at your 
branch who should receive these alerts.  

 

 

 

 

 

Viewing Alerts 

If you are the recipient of the protection alerts (either because you are the 
nominated receiver for you Branch or because you are the adviser associated 
with a lapsed policy) you can view the alerts in one of two ways; either at the 
Task tab or at the FS Toolbox Home page. 

If you scroll through the home page when you initially log on to Toolbox, the 
alerts appear as shown below.  

  

 

Note that the due date is the date that the information from L&G was loaded.  

To see more information, such as the reason for the lapse, click on the view 
button. Toolbox then shows a full breakdown of the data that was received 
from L&G in the task history. See example below.  
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The administrator can then reassign the task to another adviser or to whoever 
is most appropriate within the Branch to follow up the case with the Client. 


