Hello again. Welcome to the next chapter in the ongoing Training Video Saga, right up there with the Eddas for sheer, um, well, existence :)

Today I'm going to show you how to check out and sort out LinkPoint recurring payment declines, on the old system (boo hiss), but don't worry, more on the new one to follow! We still have about 80 people on this gateway, so we'll need to be able to use LinkPoint until their accounts are all either moved over or expired.

Now, we do get notifications for declined payments, which is your initial indication that there's a problem. Sometimes these clear up, sometimes not. Depending on whether you have the staff complement, you can call up folks whose payments decline, or email them, or wait and see what happens. Eventually, with enough failures, the payments are blocked.

Below is an example of a declined payment. This isn't yet blocked.

And here is an example of a blocked payment. You can see that the information we can use to identify the customer is the order number.

We can use this to check against on the spreadsheet, or search in the database.

This means that the person will no longer be able to pay us on this recurring subscription unless we do something to modify the account on LinkPoint.

I'll briefly show you how to use the order number to pull up the order on LinkPoint to modify or cancel.

Go to Periodic Bills Report under the Reports tab. Click the radio button that says Order Number, and paste the order number into the box to its right. Note: this system takes umbrage at spaces, so be careful not to get any in the text box. Check either end.

OK, we're space free! Now click Generate Report.

So here we can see that the payments are blocked, and that the reason is likely to be the expiry date, which has expired.

Now, if the customer gave us a new expiry date, we could modify the order and add a new one. I'll show you how that's done.

OK, so in that screen you can reset various details.

The important thing to bear in mind about modifying rather than cancelling is: if you've left it too long, the customer might find a lot of money going out of their account at once, because the system picks up all the declined payments. This is why imo it's safer to cancel and have them resubscribe.

I'm going to show you how to search for and delete a lot of orders at once. Back in the Periodic Billing Report screen, leave the radio button on All, as I mistakenly did before. Click Generate Report. In this screen, if you click any of the headers you can sort by them. We want the ones with Blocked Status as Y at the top. Let's do that.

So we have five blocked payments.

The first thing to do is cancel each one in the customer database. I'll do that now.

Brief note: when you do a search that brings up more than one term, and you go to any one record, you'll see that rather than displaying all the records in the top right, it displays the number of records netted in the search, along with a handy Results link to go back to that list. The URL also shows the search number, 169989. That will help us if we accidentally lose the list and need to go back.

OK, here's how to edit the record. You'll note the next expiry date is 11/17, which is great for our purposes as the customer will receive both automated expiry reminders from Fuscata. In order to ensure this, the date needs to be at least two weeks and one day from the present one.

That's correct. Now for the others.

The lack of a link on the Next area here indicates we've done them all. Now to go back into the LinkPoint screen and cancel those orders.

The blocked payments are now up to date. One final step: we delete them from the spreadsheet.

And that's it! Thank you for watching.
