HEROTEL Customer Cancellations

1. The Cancellation module

Youtube video: Cancellation Demo

Please note that the cancellation feature was originally named “Expiries”. The cancellation
module has been created to ensure we have better control over customers who cancel their
services with your company. In the new cancellations module, cancellations will have a two-
factor cancellation authorisation. This means that the cancellation will be set and approved
by the ISP and then the customer will need to log into their online profile and confirm the
cancellation as well. This process will be applicable for customers who want to completely
cancel their services as well as customers who only want to cancel a specific radius

account.

After the cancellation date has been set, the customer name or radius service will be added
to the cancellation list. Once the name has been added to the list, the cancellation needs to
be approved from the ISP’s side as well as from the customer’s side. It is important to
follow up with customer to ensure that they approve the cancellation.

If the customer approves the cancellation, their account will be stopped as per the
cancellation date. Should the customer deny the cancellation, a ticket will be generated and
assigned to the person who originally approved the cancellation. If the customer does not
approve the cancellation, the cancellation will be reset and the customer’s service will
continue as per normal on a month-to-month basis.
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2. The cancellation module setup

First, you will need to enable the suspension settings. To do this, go to “Billing” - “Billing
Setup” and then click on the second “Billing Setup” option.

Biling + JReports v+ Tools + Setup v ® ~

Billing Setup Billing Setup

~ SageOne Data

When the screen has finished loading, look for the “Customer & Radius Account
Cancellation Approval Settings” and then click on the toggle button next to “Enabled” to
change from “OFF” to “ON".

Customer & Radius Account Cancellation Approval Settings Enabled e |

Once the toggle button has been switched to “ON”, a list of “settings” will appear at the
below.
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ICuslUmcr & Data Account Cancellation Approval Settings I on

When enabled, customers and data accounts set to be cancelled will need to be approved by a supervisor and by the client. Gustomers appraving a cancellation will need to provide feedback on the cancellation. The feedback will be used to gather statistics on account cancellations

Automated Cancellation Reset =|  2018-06-01
Start Date
The systam will sutomatically resst cancellations of customers and data accounts who have not been spproved by the customer and a DataTill Test Exsting System stalf member. Plaase specily a date from which the Autometed
Cangellation Reset will be effective from. Handie this sefting with care.

Reason for Cancellation Options for | =| | Bad service,Fibre Moved to another residence,Movad to another product, Too axpansive, Too slow

Canoalistion Nofficetiar; Farm Reason for cancelaten optians comma separatec 1o give & client on the cancellstion aparovel notfication

Admin users 1o be notified whena | =| |[x Jana Leuw ||« Jennifer ||« Jessica

customer completes cancellation
‘Acmin users to be noiified by ticket when & customer completes cancellation feecback
or cancellation Is reset
Helpdesk Department to respond | =| | Accounts

o, Taadback request If customer wants 1o get contacted a tickst will get created for this cepanment

Helpdesk Category toassign | =| | Account Enguiry
to feedback request

If & customer wants to get contacted a ticket will get assigned to this category.

Cancellation Approval | =| | Dear {{customer_name}},
Notitication Emall

The following service(s) will be set to cancel on {{cancellation_date}}

ius_services_ta_cancel}), {{cancellation_data}}. {{client_portal_ur},

Cancellation Approval | =
Notification SMS

n thes apcountis Eppeover and set to be cancelled. Embed fields using {{customer_namel), {list_of_radius_servives_to_cancel}, {{canceilztion_date}, {oliem_portal_uri
mpany._te}, {{senging company_email.
e SMS

2.1. Cancellation Module Setup

2.1.1. Automated Cancellation Reset Start Date

This section will allow you to determine from which date the new cancellation module
should be enabled. We would advise that you enter the enable date or the day after the
enable date to ensure that all previous cancellations that have been done are not reset.

2.1.2. Reason for Cancellation Options for Cancellation Notification
Form

In this section, you will need to add reasons as to why the customer is cancelling. When the
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customer logs into their online portal, they will need to choose one of these reasons as to
they are cancelling their services with your company.

Reason for Cancellation Options for Cancellation Bad service,Fibre,Moved to another residence,Moved to another product, Too expensive, Too slow

Notification Form - : " : . P
Reason for cancellation options comma separated to give a client on the cancellation approval notification

You will be able to add as many reasons as you want as to why the customer is cancelling.
Should you choose more than one reason, please separate the reasons by using ONLY a
comma without any spaces in between reasons. For example: Bad service,relocating,too
expensive etc.

Even though we would want to give our customers as much as possible reasons, the ideal
would be to keep it short and sweet with only a few possible reasons to ensure that the
customer is not confused and chooses a relevant reason.

2.1.3. Reason for Cancellation Options for Cancellation Notification

Here you will be able to select specific people who should also receive a notification when a
customer completes the cancellation or the cancellation is reset.

Admin users to be notified when a customer » Jana Louw | |x Jennifer | | x Jessica

completes cancellation or cancellation is reset
Admin users to be notified by ticket when a customer completes cancellation feedback

This means that as soon as the customer completes the cancellation feedback form, the
admin users above will be notified via a ticket.
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2.1.4. Helpdesk department to respond to the feedback request

When the customer submits their approval for the cancellation request, they can choose
whether they would like someone from your company to contact them regarding the
cancellation. In this section, you will need to decide to which department that feedback
form need to be assigned to. In other words, which department will be responsible for
contacting and following up with customers who wish to cancel their services.

Helpdesk Department to respond to feedback Accounts

request If customer wants to get contacted a ticket will get created for this department

2.1.5. Helpdesk Category to assign to the feedback request

In this section, you will need to choose the relevant category to which that feedback from
will be submitted. Remember that all helpdesk categories are linked to departments, so if
you can’t find the specific category that you are looking for, please ask your company
HeroTill administrator to check whether the helpdesk category is linked to the relevant
helpdesk department.

Helpdesk Category to assign to feedback request Account Enquiry

If a customer wants to get contacted a ticket will get assigned to this category

2.1.6. Cancellation approval Notification Email
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Here you will be able to view the cancellation approval notification email that the customer
will receive once the account is approved for cancellation. You can scroll down with the bar
in the green section to read the whole message.

Cancellation Approval Notification Email Deaf{customer_name}},

The following service(s) has been set to expire on {{expiry_date}}:

Email notification o send to customers when their account is approved and set to be cancelled. Embed fields using {{customer_name}},
{{list_of_radius_services_to_expire}}, {{expiry_date}}, {{client_portal_url}}, {{sending_company_name}}, {{sending_company_tel}},
{{sending_company_email}}

Please note that all fields that start with {{ and end with } } are embedded fields and will
pull through from the customer profile. The red and green fields will be applicable for all
warning emails and SMS sections.

2.1.7. Cancellation Approval Notification SMS

This section will allow you to view the cancellation approval SMS that will be sent to the
customer to confirm that the service(s) has been set to cancel. If you do not want the
customer to receive a SMS for the cancellation approval, please remove all text from the
block and leave the field blank.

Cancellation Approval Notification SMS Cancellation Approval Notification SMS

SMS notification to send to customers when their account is approved and set to be cancelled. Embed fields using {customer_name}},
{{list_of_radius_services_to_expire}}, {{expiry_date}}, {{client_portal_url}}, {{sending_company_name}}, {{sending_company_tel}},

NOTE: Leave blank if you don't want to use SMS.
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2.2. Cancellation Notifications

You will also have the option to determine whether or not customers should be notified
when their account is cancelled. To find this setting, go to “Setup” and then click on the
“Notifications” option.

Setup ~ B3 ~

System Settings

Matification

On the following screen, scroll down until you find the “Account Cancellation
Notifications” option.

OFF

When turned on notifications will be sent ta customers when their accounts are cancellad.
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If the toggle button is switched to “Yes”, customers will receive an email when their
accounts are cancelled. If this toggle button is switched to “No”, customers will not receive
an email when their account is cancelled.

*Please note that this setting will not influence the cancellation approval messages that get
sent out.

3. Setting the cancellation:

The customer cancellation module has a two-factor authorisation method. After receiving
the cancellation email from the customer, the ISP will need to set up the cancellation for
either the customer profile or the specific radius account. After the cancellation has been
set up by the ISP, the customer will need to confirm the cancellation by logging into the
online profile.

If the customer does not approve their cancellation, the cancellation will be reset and the
customer’s service and billing will continue as per normal. In cases where the customer is
not able to or refuses to do the cancellation approval, the ISP’s General Manager will have
the ability to overwrite the process and cancellation the customer. Please note that terms
and conditions should be updated with the new procedure.

3.1. Setting the cancellation for the customer profile
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This will happen in cases where the customer is leaving your company and do not have any
intention of coming back. To set the cancellation for the customer, you will need to go to
the customer profile. On the profile, look for the “Account Details” section and then click
on the “Edit” button.

Account Details

(@]

& Reset Password ¥ Request Update [l Wryr Request Rating

Categories | Debt Collection - Maryna & Mari
Customer Group !Debt Collection - Current

Account Code JENO11

After clicking on the “Edit” screen, you will see a pop-up screen. Click on the “Account
Cancellation” tab to see the following screen.
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Edit Customer #3 - Em

Account Detail Address Detail Contacts Portal Login Biling SageOne Master
Account Cancellation Date YYYY-MM-DD
Reason for Cancellation 1

Please Note:

« Use the last day of the month as cancellation date
» All radius accounts will also be cancelled after this date
« All future recurring billing entries after this date will be removed

Immediate Account Suspension

Please note:

+ All the customer's radius accounts will be blocked
« The customer will still be able to submit helpdesk tickets and view usage
« The customer will not be notified
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In this section, you will need to add the cancellation date. Click on the YYYY-MM-DD to see a
Light Blue: calendar. On the calendar, choose the cancellation date.
*If the calendar does not pop-up, refresh the page and start the process again.

Dark Blue: If you need to clear the date, click on the clear button.

Here you will need to add the reason for the cancellation. If possible, always try and refer to a
ticket a number and a short reason as to why the customer is moving.

Green: After adding all relevant details, remember to click on the “Save” button.

Purple:

*Please note that the system will not allow you to add a cancellation date if the customer
still has an ongoing data contract. In other words, the cancellation date cannot be set for a
date prior to the data contract expiration.

After the expiration date has been set, you will see an banner on the customer
profile. In this banner, you will be able to see the date for which the cancellation has been
set. Please note that when you expire customer profiles in this manner that ALL services on
the profile will be terminated.

Best testers over - K= | Iz I o]
Account Details z Radius Data Packages | z Data Usage n [ [Montr | Year || &

The customer cancellation will now appear on the cancellation list and will need to be
approved before any communication goes out to the customer. Once the cancellation has
been approved, the customer will receive an email and will need to log into their online
customer profile to either approve or cancel the account cancellation. For more information
on how to approve the cancellation, please refer to 3.2.3.
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3.2. Setting the cancellation for a specific radius
account

This section is for customers who have more than one radius account, but only want to
cancel one or some of these radius accounts with your ISP. To do this, you will need to
cancel the “Radius Data Package”.

Radius Data Packages

Username: 12345
Package: o m § e
(20 Mb/s down, 20 Mbf/s up, 1 GB Monthly)

Username: expireme
Package:

0Bof1TB
(25 Mb/s down, 25 Mb/s up, 1 TB Monthly)

In the list of radius packages, look for the relevant account that the customer wants to
cancel. When you have found the package that needs to be cancelled, click on the “Edit”
button on the right-hand side of the screen. After clicking on the “Edit” button, you will see
the following pop-up screen:
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Edit Radius User Account #8960 - Jennifer du Plessis

Data Account | Address  Pricing Details Data Limits  Radius Attributes ~ Audit Trail  Test

Customer JENOO4-Jennifer du Plessis

User Type Radius User Login

Login Username 12345

Current Password =~ | seeeesneee
Account Alias Account / Device Alias
Account Description Account / Device Description

Labels Select One or more Labels

Change Password

Traffic Counted via ’ Radius Accounting

Account Type I Normal Account

Data Package

1 GB Monthly

v

R 75.00

Cancellation Date YYYY-MM-DD

Concurrent Sessions

Max Concurrent Sessions

Fixed IP Address Fixed IP Address

Authentication I Accept

When disabled this account will not be able to authenticate

Close

Customer Cancellations
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Ensure that you are on the “Data Account” tab. In the red section, you will need to add the
“Cancellation Date”. Remember to click on the “Save Changes” button after making any
changes.

Please note that this method will NOT cancel all services on the customer profile, but just
the services that have been given a cancellation date.

4. The Customer and Radius
Cancellation Screen

To find a list of all cancellations that need to take place, you need to go to “Billing” and
then click on the “Account Workflow” option.
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Reporiz - Tools -

Billing Setup
SageOne Data

Import Wizard

Products
Exception Reports

Month-end Processing
Recurring Billing
Debit Aun Baiches

Commission
Imvaices
Credit Notes
Adjustments
Write Offs

All Documents

Accounts Workflow

A Aans e
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After the page is finished loading, you will see the screen below. Click on the
“Cancellations” option to see a list of all cancellation requests.

Account Workflow — Customer & Radius Cancellations Mode | | Al H [ may 1, 2018 - August 1,2016 - |
win oo ovs: ([ — EEX3
[0 [+ recores perpage Soach: st | bttt e
Customer Account Monthly Customer Customer Confirmation
) Gode 1% Gustomer Biling || Ganceliation 1L Approved Approved Status Gancelled
+ New a
0O = a CcoLoo1 Cold weather RO000 2018-05-12 No N N Acti = EE
X Pending o
Showing 110 1 0f 1 eriries Provious H -
s Gompleted a
@ Confirmed a

4.1. Filter Functions:

< Refresh

Export Columns Export Columns Show / Hide
csv Excel Columns

Copy Columns
Search: Select all Deselect all Clipboard

The “Mode” button will allow you to toggle between customers who want to cancel and
Dark Blue: between customers, who have multiple radius accounts (like resellers), who just want to a
cancel specific radius account(s).
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Green:

Red:

Purple:

Light Blue:

Black:

In this section, you will be able to filter according to the status that the cancellation is
currently in. The status can be one of the following:

o All

» Approved Cancellations

* Unapproved Cancellations

* Customer Approved

* Customer unapproved

* Status Completed

* Status Emailed

In this section, you have a date picker. You can filter the list according to certain dates
that you want to see.

The yellow section refers to your search bar. Here you can type in a customer name or
account code to filter the list for only their cancellation information.

These buttons will allow you. To either select all customers on this list or to deselect all
customers on this list. All changes made will be made on all the customers who are
selected.

These buttons will allow you to either copy or export the information seen on the screen.
Exports can be made to either CSV or normal excel formats.

In this section, you will be able to add additional fields or hide fields that you do not want
to see.

4.2. The cancellation list:

There are two types of cancellation lists. The one list covers all customers who want to
cancel their services completely and the second one is for customers, with more than one
service (like resellers), who only want to cancel one service. Even though the initial
cancellation will be set on the customer profile, the cancellation will need to be approved
before any communication or cancellation approval requests go out to the customer.

4.2.1. Customer

To see a list of all customers who want to cancel their services, ensure that the “Mode”
toggle switch is set on “Customers”.
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Customer & Radius Cancellations

Customer Cancellations

]

v mAprill‘ZOIB—Ju\yl‘ZO\av‘

With selected rows [ 2 Retresn |
o |recrdspr poge sea: soctn | comstn | ST | Eregies | e | e
Customer Account Monthly  Customer Customer Confirmation
D Code 1: Customer Billing Cancellation 1= Approved Approved Status
o E 28 WON001 Wonderland (Pty) Ltd R0.00 2018-04-18 No No None =28
o E=E 4 VAS002 Vasilios Timmothy Vermeulen R0.00 2018-04-27 No No None = E
o = 3 BES001 Best testers ever R799.00 2018-04-30 No No None (8] =]
Showing 1 to 3 of 3 entries Previous - Next

On this list, you will be able to see the following information about the customer:

N Customer
D

Account Monthly Customer
Code |t Customer Billing Cancellation

Customer Confirmation
1|8 Approved Approved Status

Green:
Red:
Yellow:

Dark Blue:

Purple:

Light Blue:

Black:

This will show you the customer ID.

In this section, you will be able to see the customer account code as well as the customer name.

Here you will be able to see the total monthly billing for the customer.

In this section, you will see the which date which has been set for the customer cancellation.

Here you will be able to see whether the cancellation has been approved yet as well as who approved it.

This section will show you whether the customers has approved the cancellation or not. Please note that if the
customer has not approved it, you will need to remind them.

The confirmation status gives you an indication of how far the process is. The status can be one of the
following:

o All

* Approved Cancellations

* Unapproved Cancellations

* Customer Approved

* Customer unapproved

* Status Completed

* Status Emailed

If you would like to view more details about the customer account that is being cancelled,
you can click on the “Expand” button. In the expanded section, you will be able to view
more information about the customer’s radius accounts that will be terminated.

Ancaunt Monthly  Cusomer Custamer Cantrmation
Code Curiomes Wang || Expiry Agproed Approwed St

[ESE O ST e by Jerriter cu Fassa Yea Compieted
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4.2.2. Radius

To see a list of all customers who want to cancel their services, ensure that the “Mode”
toggle switch is set on “Radius”.

Customer & Radius Cancellations [ Mode NGECTTN A1 - (8 npri 1, 2010 iy 1, 2010 -
With selected rows: [Ny Tee o < Refresh
10 | v records per page Search: Selectall | Dessloctall | “Dhmmem™ | TP | MR | S
Radius Account Radius Radius Monthly Customer Radius Customer Confirmation
User ID Code Customer 1 Username Package Billing Cancellation Cancellation 1 Approved Approved Status
0 46 JEN0O2 Jennifer du Plessis 15243 10Mb/s Uncapped R 100.00 2018-04-24 No No None =

On this list, you will be able to see the following information about the customer:

Radius Account Radius Radius Monthly ‘Customer Radius Customer Confirmation

User ID Code Customer Username Package Billing Cancellation Cancellation Approved Approved Status

46 JEN002 Jennifer du Plessis 15243 10Mb/s Uncapped R 100.0f 2018-04-24 No No None
Green: This section will show you the radius ID.

Red: In this section, you will be able to see the customer account code as well as the customer name.
Yellow: Here you will be able to see more information regarding the radius account that is being cancelled.
Dark Blue: Here you will be able to see the total monthly billing for the customer.

Purple: In this section, you will be able to see the cancellation dates that have been set.

This section will show you who approved the cancellation as well as if the customer has approved the

Light Blue: cancellation on their side or not.

The confirmation status gives you an indication of how far the process is. Please refer to the
Black: : .
previous table to see what the different statuses are.

4.2.3. Approving the cancellation
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After the cancellation date for either the customer or a specific radius account has been set,
the cancellation will need to be approved. Ideally, this will be done by someone other than
the person who set the initial cancellation date.

4.2.3.1. Normal cancellations:

This method will happen for most customers who want to cancel their services with your
ISP. To approve the cancellation, go to the cancellation list and then look for the relevant
customer or radius account. On the right-hand side of the customer name or radius
account, you will see a red tick mark. This is the “Approve Cancellation” button.

Customer & Radius Cancellations Mode Al | (e 1. 2018wy 1, 2018«
With selected rows: (IO Te m
10 | frecords per page Search Selectal | Dosciectal | “Toaa | “eav | hea | oo

Radius Account Radius Radius Monthly  Customer Radius Customer Confirmation

User ID Code Customer i Username Package Biling || Cancellation Cancellation 1 Approved Approved Status
0 46 JEN002 Jennifer du Plessis 15243 10Mb/s Uncapped R 100.00 2018-04-24 No No None & ﬁ
Showing 110 1 of 1 entries Previous

After clicking on the “Approve Cancellation” button, you will see the following pop-up
screen:
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Approve for Cancellation

Are you sure you want to queue this radius account for cancellation?

The customer will receive the cancellations approval email & notification via the user
portal

Cancel Approve for Cancellation

To approve the cancellation, click on the “Approve Cancellation” button. You will now go
back to the cancellation list. On this list, you will now be able to see that the cancellation
has been approved, by whom it was approved, whether the customer has approved it or not
as well as the current suspension confirmation status.

Radius Account t Radius Radius Monthly Customer Radius Customer

Confirmation
User ID Code Customer 1t Username Package Billing Cancellation Cancellation

1 Approved Approved Status

0 46 JEN002 Jennifer du Plessis 15243 10Mb/s Uncapped R 100.00 2018-04-24 Yes - by Jennifer No Emailed = B8
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4.2.3.2. General Manager Override cancellations

In the case that the customer is unable to or refuses to approve the cancellation, the general
manager will be able to override the cancellation and the account will expire as per the
normal cancellation date. To override the cancellation process, you will need to go the
Customer & Radius Cancellation screen. Look for the relevant cancellation that you need to
override and then click on the “Approve Cancellation” button.

Customer & Radius Cancellations Mode | [ Al <] [ Aprit 1, 2018- July 1, 2018«
With selected rows: RO m
o[- rocordsporage Soarh s | oo | o | =g [ e | e
Customer Account Monthly ~ Customer Customer Confirmation
D Code 1i Customer Billing | Cancellation It Approved Approved Status
= 28 WONOO1 Wonderland (Pty) Ltd R0.00 2018-04-18 No No None o SO =]
[ VAS002 Vasilios Timmothy Vermeulen R0.00 2018-04-27 No No None ° ﬁ
E |3 BES001 Best testers ever R799.00 2018-04-30 No No None = B8

After clicking on the approve cancellation button, you will see the following pop-up screen:

Approve for Cancellation

Are you sure you want to queue this customer for cancellation?

The customer will receive the cancellations approval email & notification via the user
portal

Cancel Approve for Cancellation
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Once you have clicked on the “Approval Cancellation Override” button, you will need to
choose a reason for the cancellation from the drop-down menu. After choosing a reason,
continue to click on the “Approve Cancellation Override” button.

Customer Approval Override

Are you sure you want to override this customer for cancellation approval?

Please select a reason for the approval override:

Reason for cancellation: Select a reason

The customer will not receive the cancellation approval email & notification via the user
portal

Cancel Approve Cancellation Override

i
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Please note that the customer will not receive the cancellation approval email and
notification via the user portal.

4.2.4. Customer Approval

After the cancellation has been approved, the customer will receive an email to notify them
that the cancellation has been approved. The customer will now need to log into their
online customer profile and approve the cancellation on their side. Once the customer has
logged in, they will see the following screen:
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| Termination requested for |

JEN003

Are you sure you want to expire the following accounts on the
28th February 2018 ?

10Mb/s capped
duplessis@

10Mb/s capped
jennifer@uwmaass som

Choose a reason for expiry:

'I

Select a reason

I Submit Answer I
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Red: This will notify the customer that they are seeing a termination request for their account.
In this section, they need to check the cancellation date.
Light Blue: Here they will be able to see the data package(s) that they are terminating.

In this section, they will need to either click on the yes or the no button. If they click on
Dark Blue: yes to confirm the cancellation, they will need to pick a reason as to why they are
cancelling their services.

This drop-down menu will give the customer a list of cancellation reasons as per the setup

Purple: in section 2.1. The customer needs to choose a reason in order to submit the approval.
Here the customer will be able to state whether they would someone to contact them. The
customer will be forced to choose either yes or no. This notification will then go to the
department as per the setup done in section 2.3.

Green: When the customer has completed all the information, they need to click on the “Submit

Approval” button for the approval to be finalised.

After the customer has approved the cancellation, the termination of the data package(s)
will continue as per normal. If the customer denies the cancellation, then a ticket will
automatically be generated and assigned to the person who approved the cancellation. In
the case that the customer does not accept or reject the cancellation, the cancellation will
be reset and service and billing will continue as per normal.

Should the customer choose to be contacted, a ticket will be created with the following title:

“Customer Account Cancellation Approval Requests has been accepted. Contact
the client.”

13 New Accounts Account Enquiry | [ Customer Account Expiry Approval Request has been accepted. Contact the client.
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4.3. Cancelling the cancellation

4.3.1. How does the rescue process work?

BEFORE the cancellation takes place:

 All cancellation dates will be cleared immediately

¢ Customer and/or radius user(s) will not be cancelled or closed.

e Customer and/or radius user(s) will be removed from the customer and radius
cancellation screen.

In the case that the customer wants to cancel their cancellation, we have built in a rescue
button. This “Rescue” button can be used at any stage during the cancellation process.

Customer & Radius Expiry p— P———————

Click on the “rescue” button on the right-hand side. You will now see the following pop-up
screen:
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Rescue from Cancellation
Are you sure you wani to rescue this customer from cancellation?

The cancellation date set on the account will be reset resulting in the account remaining
active.

MNote: Any individual radius accounts with cancellations set {past or future) will not be
affected - only the customer cancellation date sel. If the cancellation date is past, radius
accounts will need to get re-enabled manually.

Cancel Rescue from Cancellation

Click on the “Rescue from Cancellation” button to rescue the customer. The customer
will now disappear from the cancellation list and their cancellation will be reset.

4.3.2. Customer Account

To do this, you will need to go to the customer profile and “Edit” the “Account Details”.
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Expiry Test Customer

[ Account Details ]

]

Customer Group TEST
Account Code EXPOOS
1D Numbser OD000D0000D00000
Primary Contact Name Expiry Test Cusiomer
Primary Contact Tel 0123456789
Physical Address

Client Portal Username EXP005

On the “Account Cancellation” tab, click on the “Clear” button and remove the
“Reason”. Once you have done this, remember to click on the “Save” button.
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Edit Customer #9 - Jennifer's Reseller Company

Account Cancelled on Fri 16 Feb 2018

This is a Master Account

Account Detall  Address Detail Contacts Portal Login  Biling SageOne § Cancellation § Master  Sub Accounts

Contract Cancellation Date | 2918-02-01 |

Account Cancellation Date YYYY-MM-DD Clear

Reason for Cancellation Reason for Cancellation

Please Note:

+ Due to an active contract account cancellation is only possible from the end of the contract term
» Use the |last day of the month as cancellation date

» All radius accounts will also be cancelled after this date

» All future recurring billing entries after this date will be removed

Immediate Account Suspension Suspend Now
Please note:

s All the customer's radius accounts will be blocked
« The customer will still be able to submit helpdesk tickets and view usage
» The customer will not be notified

oo
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4.3.3. Specific Data Accounts

If you need to stop the cancellation on a specific data account, you will need to go the
“Radius Data Packages” section on the customer profile. When you have found the
specific data account you need to work on, click on the “Edit” button found on the right-
hand side of the data package.

Radius Data Packages

Username; train.15&1est.com
Package: 10 GB + 5 GB Free Monthly - R 245.00
(20 Mbfs down, 20 Mi's up. 15 G2 Monthly)

Username: frain.16&1est.com
Package: 1 TB (20/20 Mbps) - R 3,200.00
{25 Mb/s down, 25 Mio/s up. 1 TS Monthly)

Username: frain.17 @1est.com
Package: 100 GB (8/8 Mb/s) - R 850.00
(B Mb's down, 8 Mbis up, 100 GB Monthly)
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After clicking on the “Edit” button, you will see the following pop-up screen:

Edit Radius User Account #25 - Jennifer's Reseller Company

Data Account | Address  Pricing Details  Data Limits ~ Radius Attributes  Audit Trail  Test

Customer JEMNOO1-Jennifer's Reseller Company v
User Type Radius User Login 4
Login Username duplessis._jen@test.com
Current Password =~ | sseeseeees Change Password
Account Alias Account / Device Alias
Account Description Account f Device Description

Labels Select One or more Labels

Traffic Counted via I Radius Accounting x
Account Type [ Mormal Account i ‘
Data Package [ 10Mb's Uncapped R 799.00 |* ‘
Cancellation Date ¥YYYY-MM-DD
Concurrent Sessions Max Concurrent Sessions

Fixed IF Address Fixed IP Address

Authentication Reject

‘When disabled this account will not ba able to authenticate
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Click on the “Clear” button to remove the cancellation date and ensure that the
“ " is set to “ ”. After making the changes, click on the “Save
Changes” button.
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