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Appendix 1: The EDI Reconciliation process 

 

 

 

N.B. Please note that this guide assumes that you have already been using 

Client Care Desktop and have been trained on the EDI area accordingly. 

 

It is essential that you are familiar with the standard manual commission 

reconciliation within CCD, before progressing onto the more advanced 

functionality of EDI. 

 

This guide is not intended to replace structured Training. 
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1. INTRODUCTION: WHAT IS EDIT AND HOW DOES IT WORK? 

 

Electronic Commission reconciliation offers considerable time savings, 

especially for larger firms and particularly for those with large volumes 

of trail or fund based renewal commission. 

 

Incorporated within Client Care Desktop is the ability to process and 

reconcile electronic commission statements via Electronic Data 

Interchange (EDI) with certain providers who can supply these to CCD. 

 

The Quay Messenger, which has been designed and built by Quay 

Software, will support the receipt and delivery of EDI commission 

statements from providers. 

 

The EDI Message Process 
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2. EDI SET UP 

 

There are 4 stages to the initial EDI set up it is essential that each stage 

is completed for EDI to work successfully. 

2.1. Registering with Providers 

 

Registration with the providers will be done on your behalf by 

the technical support team at Quay as the providers will need to 

know the electronic address to send your messages to.  
 

A full list of the providers offering EDI commission reconciliation can be 

found on our website www.quaysoftware.co.uk.  

 

 
 

 

 

 
 

 

 

Select 

Electronic 

Data from 

the drop 

down. 

Select Electronic commission statement for the list 

of providers currently offering EDI.  
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2.2. Setting up Your Quay Messenger  

 

Quay messenger is the utility in CCD that receives and converts 

electronic messages.  Only one machine in a practice will be set up to 

receive the EDI messages and this one person will be the only one who 

can process the messages into CCD. Once the messages are in CCD they 

can be actioned by any user who has the relevant access levels.  

 

To use EDI, individuals must be set up with the top level of user 

privileges available within CCD. 

 

As part of the installation process Quay Messenger will be installed to 

automatically sign in at system start up.  

 

 
 

Username and 

password will be 

populated and check 

box completed for 

auto sign in.  
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Once you are logged in to Quay Messenger, the following icons:  

 

     will appear at the bottom right hand of the screen. 

 

The green tick confirms that Quay Messenger is signed in.  

 

If Quay Messenger is not signed in then follow the steps below: 

 

 1) Click on the Start button in the bottom left hand of your screen 

 2) Click into My Computer 

 3) Double click on the drive where the CCD files are held.  

 4) Click the folder labelled Link 

 5) Click on Quay Messaging Folder 

 6) Click on Quay Messenger Folder 

 7) Right click on Quay Messenger.exe 

 8) Select Open 

 9) At this point you may need to insert your username and password                                                    

again, (This should have been emailed to you) 

10) Sign In. 

 

 

You can now 

hide this box. 
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2.3. Recording Provider’s Settings 

 

CCD identifies which provider has sent the EDI message by FSA number. 

These will have been input onto the provider’s record from the central 

data base at Quay software.  

 

Go to the provider’s record found in the Setup module of CCD and click 

into the information tab and then enter the commissions tab.  

 

 
 

 
 

The EDI Commission Flag means that the company offers EDI, EDI 

Commission Live indicates that your company is live with this provider and 

can receive EDI messages. At the installation stage Quay will complete 

these details. 

You can now 

hide this box. 
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2.4. System EDI Settings 

 

In the Technical section of the Setup module in CCD details of how the 

system will handle EDI messages need to be input.  

 

On the main Commission screen in the Technical section of the Setup 

module the tolerances need to be set. Any tolerances set here will apply 

to both EDI and manual commission reconciliation.  

 

 
 

 

 

 

 

Once the tolerances have been set, instructions on how EDI will handle 

each piece of commission need to be entered.  These are the ‘rules’ which 

will dictate how each piece of commission should be dealt with when it is 

received on the message into CCD. 

Set the minimum and maximum amounts that 

can be written off without investigation and 

the % difference that can be written off 

without investigation (critical with EDI as 

amounts will auto reconcile within tolerances).  
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There are 5 methods of reconciliation to choose from:  

 

Manual – This is most commonly used for clawbacks and will make no 

attempt to match or reconcile the item but will set it for manual 

reconciliation within Admin>Commission.  

 

Pay – When a type of commission is set up to Pay, all that is checked when 

the receipt is received is whether an Agency code which matches the one 

on the receipt, is recorded on CCD. The disadvantage to this method is 

that there is no link back to the original policy and so payments will not be 

credited to the adviser, appear on the policy or client record and will not 

appear on their commission statements. Also these payments will be 

excluded from any detailed reporting within CCD including RMAR reports. 

Agency numbers can be recorded in two places of CCD. In Setup > 

Providers > Provider name > Information > Commissions > Agency  

 

 
 

 
 

The second location that agency codes can be added is in the 

individual adviser’s staff record. 

 

If this is a 

company 

agency code 

then the 

Adviser box 

can be left 

blank.  
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Setup > Staff List > Adviser name > Financial > Agencies 

 

 
 

 
 

 

 

 

 

Match Additional – EDI will look in the Additional tab of the manual 

commission area in CCD to see if a commission item has previously been 

added in this section. If there is a match EDI will reconcile against this. 

Again this will not be linked back into the client, policy or adviser record 

and amounts will not be included in any reporting function. If no match is 

found in the Additional tab of the manual commission reconciliation 

screens then an exception will be created.  

 

Match – This option looks in the holdings file for a provider and policy 

number match. As this option is looking just in the holdings area it will not 

clear an expectation from the amounts due but not yet paid list.  

 

NB. Some client’s have found it useful to contact Providers to 

consolidate their Agency numbers prior to commencing EDI.  
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If EDI cannot find a matching policy number it will try to match to the 

client surname, but will still record as an exception to make sure this is 

correct. 

 

If this method is being used for renewals the renewal transfer flag needs 

to be set to NO so that no expectation of commission is posted.  

 

Reconcile – This method is the most thorough and will look for an 

expectation of commission on a holding. To use this method for renewals 

the renewal transfer flag needs to be set to YES. If no expectation is 

found then an expectation will be created. 

 

Enter the methods of reconciliation to be used into the EDI screen of 

the technical commission section in the Setup module of CCD. 

 

 
 

 

The ‘Within tolerances’ section allows practices to set up different 

payment methods for the same type of commission. For instance, a 

company may want Renewal commission between certain amounts to be 

dealt with in one way, but anything over could be dealt with in a different 

way. 

 

Enter the level of 

reconciliation for each 

commission basis.  
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The above example shows how the reconciliation methods might be added; 

this is an example and might not show the methods selected by your 

company. 

- Clawback has been set to Manual/Manual so that each claw back 

item received via EDI will be set to be manually reconciled.  

 

- Renewal and Fund based renewal have been set to Match for items 

between £0.00 and £10.00 all other renewals will use Reconcile. 

This could have been set like this because, as an expectation of 

commission (renewal transfer flag is set to yes) is only created 

where the expectation is greater than £10.00. So any small 

amounts of renewal commission are set to match (looks for policy 

to be set up in the holdings area) any renewal over £10.00 is set to 

reconcile (looks for an expectation of commission).  

 

- Indemnity, Level, Non Indemnity, SP, Mortgage Fee and Initial are 

all set to Reconcile as the commission expectations are always set 

up.  

 

- Sundry is set to pay (looks for agency number) and manual.  

 

The other section that needs to be completed on this page is the 

.  What this will do is to flag 

any single case where the amount of commission received is greater than 

this figure.  It shows as an exception.  This figure here is for the 

company however, an individual figure can be set for each adviser in the 

company.  When EDI checks for exceptions, the Adviser figure over rides 

the company figure. 

 

To record a figure for an adviser use Setup > Staff List, choose the 

adviser and then into the Financial tab.  Complete the field. 

 

  

3. RECEIVING AND IMPORTING AN EDI MESSAGE 

 

Quay Messenger has already been set up and when it is signed on will be 

showing in your system tray (bottom right of screen). 
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 The final step needed to receive EDI messages from providers is the 

Commission Inbox.  This looks like a wallet.  

 

It will appear on your desktop and must to be ‘opened’ for you to bring 

your EDI messages into CCD.  To open the Commission Inbox, you need to 

double click on it.  To check the Commission Inbox is open and linked to 

Quay messenger double click on the   icon, this will open up your 

Quay messenger screen.  

 

 

 
 

Once your Commission Inbox is open, any messages waiting in Quay 

Messenger will move into the Inbox.  To indicate that a message is coming 

in, this message will appear in the bottom right hand menu: 

 

 
 

 

Here you can see that everything 

is logged on and linked together 

to ensure EDI messages can be 

received and then moved into 

CCD. 
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If messages are received and haven’t been processed the icon will flash 

alternating between a green tick and a blue exclamation mark.  

 

        
 

Once you click on the Commission Inbox, the following screen will appear: 

 

 
 

To bring the messages in from the Commission Inbox to CCD, click on the 

Process button next to the EDI message you want to take into CCD. 

Once a message has been processed, it will be in the following area: 

 

Updates > Commissions  
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NB. If you have two messages from the same provider the first EDI 

message will get transferred into CCD.  When you bring in the second 

EDI message, a pop up will warn that you already have one message from 

this provider and will ask if you want to overwrite it with this new 

message.  Select Yes / No as required. 

EDI message 

received into 

CCD waiting 

processing.  

This date filters by 

date message received 

into CCD not date 

payment made.   



 

EDI commissions manual (January 2009) Page 16 

 

4. PROCESSING YOUR EDI RECEIPTS 

 

Your EDI message is now in CCD and you are able to commence the 

processing of it.  Click on the message and this will take you into the 

Commission data manager screen.  

 

 

 

 

 

 

 
 

 

Total £’s 

received. Number of 

commission items. 

Number of 

items 

reconciled. 

Number of 

exceptions. 

Complete all 

red fields.  
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Transactions 

 

All the transactions relating to the EDI receipt are shown here. Any that 

have not been reconciled will have a red dot next to them and will appear 

in the exception list. Those that are marked for manual reconciliation will 

not appear in the exception list.  

 

 
 

 

Exceptions 

 

The next tab is the Exceptions tab.  This is where you will find any 

transaction that was not able to be dealt with by the Payment Method 

that you have set up against the Commission Basis.   

 

For example: Indemnity commission is set to Reconcile.  A piece of 

Indemnity commission comes in on the EDI message and was unable to 

find the expectation of commission.  It could however find the Holding. 

This commission piece would be an exception as EDI was unable to locate 

the commission expectation. 

 

If you have not received the paper statement you may want to have a list 

of all the exceptions that you have to work on.  This can be obtained from 

this Tab. 



 

EDI commissions manual (January 2009) Page 18 

 

 

 
 

The No exceptions tab will hold all the items of commission that EDI was 

able to deal with itself.  This will also include any items of commission for 

which you have selected the manual payment method. A list of all 

transactions that have the payment method of Manual can be printed 

from this tab. 
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4.1. Dealing with the exceptions 

 

There are 12 potential exceptions that may occur: 

 

01 Provider – the provider is not set up within CCD as a provider who 

can send EDI messages.  To deal with this error, you will need to 

set the provider up. 

 

 
 

 
 

Once the provider is set up, best practice is to “Test for 

exceptions” on the Exceptions Tab.  

 

Use the link to set up 

the provider on CCD. 

The provider ID will 

populate from the EDI 

message, select the 

provider name from 

the drop down and 

click 

 to 

set up the provider. 
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The system will then apply the changes and any existing exceptions  

for this provider will now move to the no exceptions list. Any 

remaining exceptions will be for a different reason. 

 

02 Agency – the agency code has not been set up. 

  

 
 

 
 

 

As this exception has now been dealt with it is best practice to 

“Test for exceptions” to reduce the outstanding exception list. 

 

Click here to 

create a new 

agency. 

Complete the 

information as 

required. The 

provider and 

agency number will 

pre-populate from 

the EDI message.  



 

EDI commissions manual (January 2009) Page 21 

 

 

03 Surname – the provider has not confirmed the client’s surname. 

 

 
 

To complete this exception,  come out of the EDI  exception, 

identifiy the client then return to the exception screen and 

complete the surname field. The test for exceptions will remove 

this item from the exception list. 

  

If it is not possible to identify the client ther is an option to set 

this piece of commission to ‘Set Manual’. This will remove the 

exception from EDI and allow you to deal with it at a later time. 

We would recommend using this button sparingly and only when you 

have exhausted all other ways to deal with it. 

The provider 

has not 

completed the 

client surname 

on their 

records.  
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04 Payment method – a payment method has not been set up for this 

type of commission. To set up the payment method for this type of 

commission return to the Setup > Technical > Commissions > EDI 

tab and complete as required.  

 

 
 

Once this has been done, move back to the Receipt and use the 

‘Test for Exceptions’ button on the Exceptions tab. 

 

05 No match – there were no details on CCD which matched those on 

the receipt. No match will only appear as an exception where the 

payment method has been set to Match, Match Additional or 

Reconcile. 

The three original payment methods are dealt with differently.  

 

� No match against a match payment method. CCD has not 
been able to match any policy records to the information on 

the EDI receipt.  
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If the client is found on the list click on ‘Select’ to manually match  

the commission item to a client. If the client does not appear in the 

list then click onto the  at the top 

right of the screen.  

 

To deal with the 

exception you will need 

to use the match tab. 

All clients who have a 

plan with the provider 

will be listed. 
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Where no match is found you can create the client and match the 

commission item now by clicking into  you will then be 

presented with 2 screens one to set up the client and one to set up 

the holding. In the example below the minimum required 

information has been added, as many of the fields as possible 

should be completed. When the minimum required information has 

been added the   and    will 

become live. Until the minimum information has been added these 

buttons will be greyed out.  

 

Some of the fields will pre-populate from the information held on 

the EDI receipt. 

 

Any clients found on 

your CCD database with 

the same surname as 

the one on the receipt 

will be listed here. 

The Soundex Matches 

will show any client in 

your database whose 

surname sounds like the 

name on the receipt. 
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If next month more commission is received for this client and 

policy, no exception will be created as the system will be able to 

match the commission to information held on CCD. 

 

� No Match against a Match Additional payment method 

 

 
 

Once the client and holding 

have been created the 

commission can be matched.  

To create a 

Match 

Additional 

item click on 

the link.  
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Once all information has been added  

to add to the system.  

 

 
 

� No Match against Reconcile.  

 

The reason for the No Match could be either that there is no 

expectation of commission or that here is no matching holding 

record. 

 

Minimum 

information has 

been populated 

from the 

receipt 

complete 

additional fields 

if the 

information is 

available. 
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To begin dealing with this expection start by viewing the new 

business records 

 

 

 
 

This section 

displays the 

receipt 

information.  

This section 

is for the 

holding 

information. 

This section 

is for the 

commission 

expectation 

information.  
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Go client/new business record Wizard. 

 

 
 

If the client is not in 

the list, Select ‘Go 

client/new business 

record wizard’. 

If the client is in the list select 

‘View’ to see more information, once 

you have confirmed that this is the 

correct client, use the ‘Select’ 

button.  

Complete all the red fields so 

that minimum information is 

added and then use the 

Create client record button, 

this will not go live (turn red) 

until all minimum required 

information has been added. 
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Now that the client and holding have been set up you can move onto 

the expectation of commission. The second section of the match 

screen will now be complete and the POST button will become live.  

 

 
 

There will be no entry in the cash book as we have only just 

created the client and holding. Click onto the ‘Post’ button to add 

an expectation of commission to be used with this exception only. 

The system will not set up a regular piece of commission, this will 

need to set up in the normal way on the holding record if required.   

 

Once the expectation has been posted the exception will be 

matched and removed from the exception list.  

 

 

 

Complete the 

minimum 

information 

required and select  

‘Create holding 

record’.  This button 

will only become 

active/red once the 

minimum required 

information has 

been completed.  
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06 Multiple match – there is more than one expectation of commission 

or more than one contribution recorded against the policy. 

 

 
 

All items that have been matched will be listed view each item and 

then select the one that the commission is to be reconciled against. 
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07 Matched already – the expectation has already been matched to 

another client and then also trying to match to this one. 

 

 
 

It shows here as a ‘Multi transaction’. This can happen if clients 

leave commission statements in the EDI area without processing or 

archiving them.  
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Using the Match tab, use the  and select the 

correct holding. 

 

 
 

Once this has been done, use the  to select 

the appropriate commission expectation. 
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The exception is now completed. 

 

 

08 Policy number miss-match – the policy number on CCD does not 

match that on the EDI receipt. 

 

 
 

To remove this item from the exepctions list: 

 

• Locate the policy details in the Clients module of CCD and 

correct the policy number either in the holding and the 

commission expectation, then come back here to test for 

exceptions 

• Add the policy number into the EDI receipt to create a 

match (using the  and 

). 

When adding the policy number into the matched cash book 

record: 
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• Set to manual. 

 

09 Reconciliation Tolerance – the amount received is outside of the 

tolerances set. 

 

 
 

To view the expectation go to the Match tab. 
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Tolerances are pre set in the Setup module. 

 

 
 

From the tolerances above you can see that up to 5% of the 

expectation or a maximum of £100.00 difference would be classed 

as within tolerance. The difference in the example is £392.80 and 

5% of the expecation is £29.46 so the difference in the example is 

outside of tolerance.  

 

If the exception has been caused by incorrect entry of the 

commission expectation then any person with supervisor status on 

CCD will be able to confirm that they are happy to proceed with 

reconciling this piece of commission even though it is outside of 

tolerances.  To do this go back to the front page for this exception 

and click onto the exclamation mark.  

 

Commission Received 

£196.48 commission 

expected £589.28. 
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If this is an error by the provider or this is a part payment of an 

expectation then this item must be set to manual and dealt with in 

the commission area of the Admin module.  

 

 

10 Large Case Check – the amount received is over the limit that has 

been set either for the company or the individual advisers. 

 

 
 

Click here to accept the 

difference (this can only be 

performed by someone with 

supervisor status). 

Click here to 

set to manual.  

Commission can be 

reconciled by clicking 

on the ! This can only 

be done by someone 

with supervisory 

status. 
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Large case check is set in  Setup > Technical > Commissions  

. 

 

In the example the large case check is set to £1400 and the 

commission received is £1450.91.  

 

11 Policy Status – the policy on CCD is not set to Proposed, 

Underwriting or In force.  

 

 
 

12 Commission Withheld – the policy status is at ‘Comm withhold’. 

 

 

Commission can be accepted 

using the ! symbol by 

someone with supervisory 

status. Set to manual 

to allow further 

investigation.  
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This execption will only appear where the policy status is set to 

Comm Hold.  

 

Comm hold as a policy status is be used where the 

compliance/administration of a case is incomplete and the company 

are withholding payment of commission to an adviser until all 

compliance/administration requirements have been met. A 

supervisor can override the exception by clicking into the ! but 

best practice is to set to manual for further investigation. 
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5. COMPLETING YOUR EDI COMMISSION STATEMENT 

 

When your receipt is in EDI there will be a box detailing the number of 

exceptions there are.  As you work through the exceptions and either 

resolve the issue or mark the commission item for manual reconciliation 

the number of exceptions outstanding will reduce. Once the exceptions 

outstanding has reached zero you can complete your EDI statement.  

 

Once this has been completed, navigate back to the Receipt tab and you 

will see the following: 

 

 
 

Once you click onto this Process receipt/transactions button, you will see 

this box: 

 

 

The number of 

exceptions is now at 

zero and the Process 

receipt/transaction 

button is now live\red. 
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Once you’ve clicked yes, the following print box will appear: 

 

 
 

 

 

 

 

All EDI receipts are now moved to the receipt list in the commission area 

in the Admin module of CCD.  To reconcile the receipt and move it to your 

settlements,  process the receipt, all exceptions that have been marked 

as manual will appear in the reconcile tab of the receipt, while items that 

have been automatically reconciled in the EDI system will appear in the 

allocated tab. Complete the manual reconcile items and process the 

receipt in the normal way. 

 

EDI receipts that have no exceptions will appear in the receipt list in the 

commissions section of the administration module, enter the receipt and 

click into the  to move to your settlements. 

 

 

 

 

 

 

If you do not print here, you are not given a second chance to do so. 

A report of 

all manual 

reconciliations 

will now be 

produced.  
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6. FREQUENTLY ASKED QUESTIONS 

 

There may some questions to do with dealing within your electronic 

commission statements.  We would recommend using your manual to help 

answer your questions.  If you are unable to find the answer in here, 

please call out Support Desk on 01279 756061; they will be happy to help. 

 

Here we have confirmed some of the most frequently asked questions and 

the answers to them: 

 

Question 1 

 

We are getting electronic receipts from some providers, but not all of 

them.  Why is this happening? 

 

Answer 

 

Some providers have a level of commission that must be met before they 

will start to send electronic statements.  If you are not receiving your 

statements electronically, you will need to contact them to find out why.  

 

Question 2 

 

Now that we have elected to have electronic commission statements, will 

we still receive paper copies? 

 

Answer 

 

It depends on the provider but generally no.  However, most providers will 

continue to send paper copies if you contact them and request that they 

do so. 

 

Question 3  

 

I appear to have been sent duplicate electronic statements and have 

dealt with one.  How do I delete the duplicate? 

 

Answer 

 

The answer to this question depends on what you have done to the 

duplicate before realising that is was a duplicate! 
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If you have realised that it was a duplicate whilst it is still in the 

commission wallet, then you can delete this by clicking on the ‘dustbin’ at 

the end of the line of the receipt. 

 

If you have realised once you have moved the receipt from the 

commission wallet to CCD, then you will need to use the archive button. 

 

This looks like this  and is found at the top of the 

page.  This will remove the items from the receipt and then delete it. 

 

 
 

 


