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GETTING STARTED

Our award-winning subscription, billing and CRM platform gives you the flexibility critical to growth, and we are focused on
delivering a solution that is the reliable backbone to your subscription business.

Our flexible subscription management lets you tailor your offers to the needs of your subscribers and easily manage multiple
price variations and payment frequencies.

Benefit from:

e Simple subscription creation

e Support multiple business models including content and product subscriptions
e Apply multiple prices to the same subscription

e Attach discounts to subscriptions during and after set-up

e Customised discounts and tracking

e Flexible payment frequency daily, weekly, monthly and annually

Nothing frustrates a subscriber more than inaccurate billing. Our easy to use platform supports all your billing needs.

e Support 300 payment methods and 100 currencies worldwide
e  Mid month pro-rata adjustments

e Taxsupport

e Currency and entitlement rate support

e Credit control cycle

e Pre-integrated payment service providers

Understand your customer and segment your data easily for offers and communications.

e Single customer view

e Real-time insight dashboard to monitor KPIs

e Sophisticated segmentation for marketing campaigns and customer communications
e Security — delivering the right product entitled to the subscriber

e Integrates across your core infrastructure

e  Fully integrated with Singula Subscriber Intelligence Platform
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What's new - November 2021

CUSTOMERS CAN AUTHENTICATE FROM 3RD PARTY WEBSITES

We have enhanced our Customer Service to allow you to authenticate your customers securely

WHAT'S FIXED

e We've added a fixed which occasionally prevented your logo appearing on the password reset screen

e Weidentified an issue that meant a customer could have more than one active subscription sub-contact

e Weidentified an issue which meant that subscription cancellations for the next renewal date, that are made on the
subscription billing date, are cancelled immediately. We've now made sure the cancellation is scheduled.

CONFIDENTIAL | © 2020 Singula Decisions Limited 11
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Login
LOGIN FOR THE FIRST TIME

Select the link in your welcome email.

Enter your new password

Confirm your new password

Select *Confirm’ to apply your new password

You should now be able to login using your username and new password.

oW e

singula
decisions
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Password rules

Your password must contain at least 8 characters and be a combination uppercase, lowercase and numeric characters.
Special characters are optional.

I'VE NOT RECEIVED MY WELCOME EMAIL

Contact your administrator who can resend your welcome email. The link within the email expires after 1 hour.

THE LINK IN MY EMAIL HAS EXPIRED

Contact your administrator who can resend your welcome email. The link within the email expires after 1 hour.

CONFIDENTIAL | © 2020 Singula Decisions Limited 12
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Our BETA

We are introducing improved functionality and a brand new user interface with the aim of making functions easier and
quicker of our users. Launched in 2021, the programme allows us to share these improvements and gather feedback from
our users.

Keep up-to-date with new features and improvements through our release notes.

HOW DO 1 ACCESS THE BETA?

Select Configuration

Select Users and Groups

Search for the user using their username
Select the Pen icon against the user
Tick the BETA user checkbox

Select Update user

oG p W N R

CONFIDENTIAL | © 2020 Singula Decisions Limited
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SERVICES

Subscriptions
ABOUT SUBSCRIPTIONS

A subscription is a contract in which a person pays a fee for a product or to access a service on a regular basis.

Subscriptions can be created with customised details including pricing, initial charge, currency and billing frequency. A
subscription can have one or many discounts applied.

VIEWING SUBSCRIPTION PRODUCTS

1. Select Services
2. Select Subscriptions

This list of subscription products contains all active subscription products and historical subscription products.

& GregHerd ©

CREATE A SUBSCRIPTION

1. Select Services
2. Select Subscriptions
3. Select + Create subscription

NAME YOUR SUBSCRIPTION

4. Enterasubscription name - remember this is the name presented to your customer
5. Describe your subscription - this could be used to promote the features of your subscription
6. Setthe Initial term of your subscription - this is the contract term, for example 3 months or 1 year

CONFIDENTIAL | © 2020 Singula Decisions Limited

14



singula
decisions

singula decisions & GregHerd ©

Orange Vision | Create subscription

Pease seloct v @

Please select. v Add group (2}

Please select..v @
Pleasa select v @

Please select v

PRICING

7.
8.
9.

10.
11.
12.

Select a category to add your subscription - this means all your products are organised in a catalogue;

Select Frequency - this is how often the subscriber will be billed for example every month

Set an Initial charge - this is where a one-off initial payment is required, for example, to pay for equipment or
connection/setup fee

Enter the subscription Price - this is the amount you will charge the customer for their subscription at each bill.
Select the currency for that particular price point.

Select + Another currency to add price points for more currencies (if required)

ADDING FREE TRIAL - THIS IS OPTIONAL

13.
14.

Choose to add a free trial

Enter the duration of the free trial - this means the customer will be able to use the subscription for the period you have
set, without being billed. Once the trial period is over, the billing account will be created and the customer will be billed
the price of the subscription less any discount applied at checkout.

ADDING A DISCOUNT - THIS IS OPTIONAL

15.
16.

17.

Choose to add a discount
Choose the discount(s) by typing the discount name or selecting from the list - See Create discounts
A summary of the selected discount(s) will appear. You can remove a discount by selecting x

CONFIDENTIAL | © 2020 Singula Decisions Limited 15
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ADDING A CONDITIONAL ACCESS ENTITLEMENTS - THIS IS OPTIONAL

18.
19.

20.

Choose to add conditional access entitlements

Enter the CA product code(s). This will be supplied by your CA provider and is required to be made available by Singula
Decisions

A summary of the selected entitlements(s) will appear. You can remove an entitlement by selecting x

ADDING CROSSGRADES

21.

22.

Choose if you would like to “Allow this subscription to crossgrade to all other subscriptions” - this means a customer can
move to another subscription

Choose if you would like to “Allow other subscriptions to crossgrade to this subscription” - this means a customer can
move from another subscription to this subscription

CONFIRM YOUR SUBSCRIPTION

23.
24.
25,
26.
27.
28.
29.
30.

Select Continue to preview and review your subscription product

Select Edit if you want to change any details

Select when you want your subscription product to become available:

Now - make the subscription available immediately

Indefinite - make the subscription available on an unlimited basis

Schedule my subscription to become available on - make the subscription available on a date and time that you choose
Expires on - remove the subscription from sale on a date and time that you choose

Select Confirm to save the subscription product

CONFIDENTIAL | © 2020 Singula Decisions Limited 16
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CHANGE A SUBSCRIPTION PRODUCT

Select Services

Select Subscriptions

Locate the subscription and select the Pen button
Complete any changes to the subscription; any fields that are greyed out cannot be edited
You can change:

e Name

e Description

e Initial term

e  FreeTrial

e Discounts

e CAEnablements

e  Availability (Active status)

6. Select Confirm to save any changes made

oW e

CONFIDENTIAL | © 2020 Singula Decisions Limited
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Pay per view
ABOUT PAY PER VIEW

A pay per view is usually a premium piece or set of content in which a customer pays a fee to watch.

You can create and maintain pay per view events along with setting up customised details such as pricing and currencies. A
pay per view cannot have discounts applied.

VIEW PAY PER VIEW PRODUCTS

1. Select Services
2. Select One-off purchases

This list of one-off purchase products contains all active and historical pay per view, access passes and publication products.

L}

Orange Vision | Manage oneoff purchases +Create ftem & import Rems

Item name v Status v Type Price Last updated v Avaltabiiity

CONFIDENTIAL | © 2020 Singula Decisions Limited 18
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CREATE A PAY PER VIEW

1. Select Services
Select One-off purchases
3. Select + Create one-off item

singula decisions & GregHerd ©

Orange Vision create iten

Pleasesolect.. v ©

Dguitemw  ©

NAME YOUR PAY PER VIEW

4. Enteraname - remember this is the name presented to your customer

5. Describe your pay per view - this could be used to promote the features of your event

6. Choose a catalogue category to add the one-off item to by either typing ahead the category name or choosing from the
drop down list;

7. Choose the item type; Digital Item

PRICING

8. Enterthe item 'Price’ - this is the amount you will charge the customer.
9. Select the currency for that particular price point.
10. Select '+ Another currency' to add price points for more currencies (if required)

ADDING A CONDITIONAL ACCESS ENTITLEMENTS - THIS IS OPTIONAL

11. Select to add conditional access entitlements

12. Enterthe CA product code(s). This will be supplied by your provider and is required to be made available by Singula
Decisions. See Conditional Access.

13. A summary of the selected entitlements(s) will appear. You can remove a entitlement by selecting the 'X' button

CONFIDENTIAL | © 2020 Singula Decisions Limited 19



CONFIRM YOUR PAY PER VIEW

14. Select the 'Continue' button to preview and review your pay per view product
15. Select ‘Edit’ if you want to change any details
16. Select when you want your pay per view product to become available:
e 'Now'- make the pay per view product available immediately
¢ 'Indefinite' - make the pay per view product available on an unlimited basis
e 'Schedule my pay per view product to become available on' - make the pay per view product available on a date
and time that | choose
e 'Expires on'- remove the pay per view product from sale on a date and time that | choose
17. Select 'Confirm' to save the pay per view product

CHANGE A PAY PER VIEW PRODUCT

Select Services

Select One-off purchases

Locate the pay per view product and select the ‘Pen’ button
Complete any changes to to access pass; any fields that are greyed out cannot be edited
You can change:

e Name

e Description

e  Price

e  Currency

e CAEnablements

e Availability (Active status)

5. Select Confirm to save any changes made

S WP
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Access pass

ABOUT ACCESS PASSES
An access pass allows access to content for a defined period of time.

You can create and maintain access passes along with setting up customised details such as pricing, currencies and duration.
An access pass cannot have discounts applied.

VIEW ACCESS PASS PRODUCTS

1. Select'Services'
2. Select 'One-off purchases'

This list of one-off purchase products contains all active and historical pay per view, access passes and publication products.

CREATE AN ACCESS PASS PRODUCT

1. Select 'Services'
Select 'One-off purchases'
Select '+ Create one-off item' button

singula decisions & GregHerd ©

Orange Vision create item

Poase solect.. v ©

Dgesitomw  ©

NAME YOUR PAY PER VIEW

4. Enteraname - remember this is the name presented to your customer

5. Describe your pay per view - this could be used to promote the features of your event

6. Choose a catalogue category to add the one-off item to by either typing ahead the category name or choosing from the
drop down list;

7. Choose the item type; access pass

CONFIDENTIAL | © 2020 Singula Decisions Limited 21



8. You can associate an access pass to an existing group or create a new group by selecting ‘Add group'. Using 'groups'
allows you to stack multiple access passes. Access passes within the same group, will not run concurrently, instead they
will be applied once the previous access pass has expired.

PRICING

9. Enterthe item 'Price’ - this is the amount you will charge the customer.
10. Select the currency for that particular price point.
11. Select '+ Another currency' to add price points for more currencies (if required)

DURATION

12. Enter the duration of the access pass

ADDING A CONDITIONAL ACCESS ENTITLEMENTS - THIS IS OPTIONAL

13. Select to add conditional access entitlements

14. Enter the CA product code(s). This will be supplied by your provider and is required to be made available by Singula
Decisions. See Conditional Access.

15. A summary of the selected entitlements(s) will appear. You can remove a entitlement by selecting the 'X' button

CONFIRM YOUR PAY PER VIEW

16. Select the 'Continue' button to preview and review your access pass product
17. Select ‘Edit’ if you want to change any details
18. Select when you want your access pass product to become available:
e 'Now'- make the access pass product available immediately
¢ 'Indefinite' - make the access pass product available on an unlimited basis
e 'Schedule my access pass product to become available on' - make the access pass product available on a date
and time that | choose
e 'Expires on'- remove the access pass product from sale on a date and time that | choose
19. Select 'Confirm' to save the access pass product

Select Services

Select One-off purchases

Locate the access pass and select the ‘Pen’ button

Complete any changes to access pass; any fields that are greyed out cannot be edited

SW NP

You can change:

e Name
e Description
e Price

e  Currency
e CAEnablements
e Availability (Active status)
5. Select Confirm to save any changes made
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MARKETING

Discounts

Discounts are used for marketing promotion to reduce the price of the products purchased. You can use discounts to
introduce new products, retain existing customers, or drive revenue growth. Discounts can be a percentage or a fixed
monetary value.

VIEWING DISCOUNTS

1. Select Marketing
2. Select Offers and Discounts

By default all the discounts will be shown, you can use the filter on the left-hand side to show just the active or the disabled
discounts.

You'll see the type of discount along with how many times it has been applied (selecting this will show which products it has
been applied to), the name of the discount and it's availability.

CREATE A DISCOUNT

Select Marketing
Select Offers and Discounts

& GregHerd ©

Orange Vision offers and discounts

e DISCOUNT AVAIABILITY

3. Select New Discount

CONFIDENTIAL | © 2020 Singula Decisions Limited 24
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Orange Vision oOfters and discounts

Discount name*

Discount description®

Discount type®

Cnoose

(D Oiscount slighe for refer a riend

Promotice code type

Cnoose.

4. Complete the discount form
e Discount Name: Choose a name for your discount
e Discount Description: Provide more detail about the discount you are creating, e.g. “10% discount for three
months”.
e Discount value: Choose if the discount will be a percentage or a fixed price discount

Percentage Discount:

e Entera percentage for the discount
e Apply discount restriction: If you select this you can restrict the number of times the discount can be applied to a
customer’s account

CONFIDENTIAL | © 2020 Singula Decisions Limited 25
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Orange Vision oOfters and discounts

Discount name*

Discount description®

Discount type®

Percentage Dscount

spphes.

(I oviy dacount restrction

(I Oiscount eligite for refer o fiand

Promotien code type

Croose

Fixed Price Discount:

e  Choose the currency and then the amount of discount, then click Add: You can then add more currencies and the
respective discounts by following the same steps.

e Apply discount restriction: If you select this you can restrict the number of times the discount can be applied to a
customer’s account

singula decisions & GregHerd ©

Orange Vision Offers and discounts

Discount name*

Discount description®

Discount type®

Foned Price Discount

Rppe. Fleed amount®

Chaose. B

(D Ay dscount restriction

(I Discount eligaie for refer & riend

Promotic code type

Cneose.

Applying a Zero price discount

CONFIDENTIAL | © 2020 Singula Decisions Limited
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You can also add a discount with a zero price reduction.

o Referafriend: Mark this as Yes if you want to make the discount available as part of a Refer a Friend code,
otherwise leave as No
e Promotion: Select from the drop down which type of promotion code you want to use:

ADDING A MULTI-USE PROMOTION CODE

1. Select Multi-use promotion code
2. Addyour code here

Promotion code type

Multi-use promotion code

Code*

ADD PROMOTION CODE

3. Select Show options to manage the promotion code

e Campaign — The marketing campaign driving the discount offer. You may either type in a new campaign, or select
one that already exists from the drop-down list;

e Source — The campaign Source is usually the medium via which the customer is informed of the offer (e.g.a TV or
radio station, a newspaper, magazine, email) that you may wish to
track back from the sale. You may either type in a new campaign Source, or select one that already exists from the
drop-down list;

e  Start Date* — Enter the date your campaign promotion will start;

e End Date* — Enter the date your campaign promotion will end, or leave blank for an indefinite date;

Promotion code type

Multi-use promotion code

Code*
Campaign Source Start End
v v yyyy-mm-dd yyyy-mm-dd
ADD PROMOTION CODE

CONFIDENTIAL | © 2020 Singula Decisions Limited 27
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4. Select Add Promotion code. The code will now be listed below and you have the option to add more code combinations
with the discount as well as removing any listed.

Promotion code type

Multi-use promotion code

Code*

Hide options
Campaign Source Start End

CHOOSE... v CHOOSE... T e

[ ADD PROMOTION CODE ]

BOGOF123 FLAVOUR v May 13, 2021 Jun 13, 2021 °

ADDING A SINGLE-USE PROMOTION CODE

Single use promo code allows you to create a set amount of promotion codes which can then be given to
prospective/existing customers to sign up to a new subscription with a promotional discount.

The codes are single use, so they cannot be shared and once it has been used it no longer remains valid.

This can be used for marketing promotions to encourage customers to sign up for products and subscriptions. The customer
must provide the single use promo code during the new subscription process as it will need to be verified against the
database to confirm if it is available and valid and of course apply any discounts to the subscription. (you will need to setup
your rules around Single use promo code and what promotion/discount it is aligned to).

1. Select Single-use promotion code.
2. Select Promotion from the available promotions

Promotion code type

Single-use promotion code

Promotion*

A Promotion is required

3. Select Save

CONFIDENTIAL | © 2020 Singula Decisions Limited 28
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Promotion code type

Single-use promotion code

Promotion*

AlphaSoup X ~

CANCEL

Once a discount has been created, you can view and edit in the discounts screen.

VIEWING AND EDITING A DISCOUNT
You can edit all attributes of a discount.

1. Select Marketing
2. Select Offers and Discounts
3. Choose the discount you want to view and edit

CONFIDENTIAL |  © 2020 Singula Decisions Limited
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1.

1.
2.

From the Marketing tab select Discounts

All discounts, active and disabled, will be displayed. You can filter discounts by status.

Singula Decisions Products %) Marketing ~ Customers ~ (ow) «

Type Discount Avaitabiity

From the Marketing tab select Discounts
Select New discount

DISCOUNT INFORMATION

3.

Complete the discount name and discount description - this will be presented to your customers.

DISCOUNT VALUE

4.

5.

Choose a discount type either fixed price or percentage
Percentage discount

e Enter percentage value
e Add discount restriction. For example 30% for 3 months where 3 would be the number of times to apply the
discount.

Fixed price

e Choose currency
e Entervalue
e Add discount restriction. For example 30% for 3 months where 3 would be the number of times to apply the
discount.
Choose if you want the discount to be used as part of a refer a friend campaign.



6.
7.

1.
2.
3.
4.

Choose if you want the discount to be linked to a promotion, either a single use promo or multi-use promo
Select Save

eve

Singula Decisions Products Marketing ~ Customers ~

sppled

wrik the discount o

Cancel

From the Marketing tab select Discounts
Identify and select your discount

Make your changes

Select the Save button to save your changes
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Promotions

Create promotions that link to your marketing campaigns. Promotions allow you to link campaigns to product sales.

VIEWING A PROMOTION

You can view and edit an existing promotion by selecting it from the list. You'll see the information for the Quantity created
and redeemed, the name of the promotion, how many groups of codes it has and it's availability.

You can also filter the Promotions using:

e Time period - choose a start date and end date
e Promotion options - choosing to see All or just the Active or Disabled promotions

& Greg Herd ©

Orange Vision Ppromoations

QUANTITY PROMOTION GrouPs AVARABILITY
TIME PERIOD
#  Starts before
Starts on
Starts after

Select date

FROMOTION

oFmoNs

.o
Active
Oisabled

CREATE A PROMOTION

1. Select Marketing
2. Select Promotion
3. Selecting New Promotion

CONFIDENTIAL | © 2020 Singula Decisions Limited 32
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Orange Vision promotions

Promotien name*

Promotien description®

e Promotion Name: This is how you will identify the discount. The following characters are allowed: A-Z, a-z, 1-9, spaces
hyphens, % sign, and currency symbols (£, $, €), up to a maximum length of 5o characters.

e Promotion Description: Provide more detail about the type of discount you are creating, e.g. “10% discount for three
months”.

e Campaign Name: Associate the promotion with an existing campaign”.

e Source: Associate the promotion with an existing source”.

e Promotion Code: You can choose to generate promotion codes or upload promotion codes

Generating promotion codes:

e Number of codes to generate: Choose up to a maximum of 200,000 codes.
e Promo code length: Code should contain between 6 and 32 characters.
e Promo code prefix: The prefix is included in the total promo code length

When you Save the promotion, a file will be generated with the codes. This can then be downloaded.

Upload promotion codes:

e Choose CSV file: Click Choose file to upload a CSV file with your promotion codes
e  Promotion availability: Select the start and if applicable the end date. Leaving the end date blank will give the
promotion no expiry date.

1

e Selecting disable promotion will stop the promotion being available and therefore cannot be used for any subscriptions.

If you chose to generate Promo codes then you will see the codes will have been generated and an option to download the
file. You can also see how many codes have been redeemed.

CONFIDENTIAL | © 2020 Singula Decisions Limited
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Promotion groups

QUANTITY  GROUP CREATED LAST DOWNLOAD

When you want to manage and

monitor the codes currently applied 1o

the promotion.
100 57cef8di-96ea-4001-ac28-bd81d18c342a Abs Hassan Tr...  Abs Hassan Tr...
0 redeemed Download file May 4, 2020 May 4, 2020
10 d45b151b-a24d-4482-8dab-e6e137865136 Dennis Nowland Dennis Nowland
0 redeemed Download file May 4, 2020 May §, 2020
1000 0e573cdb-144¢c-4b30-9719-a2c48d65da72 Abs Hassan Tr...
0 redeemed Download file May 25, 2020
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1. From the Marketing tab select Discounts

All discounts, active and disabled, will be displayed. You can filter discounts by status.

Singula Decisions Products [T Customers ~

1. From the Marketing tab select Promotions
2. Select New promotion

PROMOTION INFORMATION

3. Complete the promotion name and promotion description - this will be presented to your customers.
4. Choose to link your promotion to a campaign and source.

PROMOTION CODE

Choose to generate promo codes

Enter number of codes to generate - up to a maximum of 200,000 codes

Enter the length of promo code - between 6 and 32 characters

Specify a promo code prefix - the prefix is included in the total promo code length

®N o

PROMOTION AVAILABILITY

9. Choose when you want your promotion to start and end or choose to disable for later use.
10. Select Save



1.
2.

Singula Decisions Products Marketing ~ Customers ~

used

From the Marketing tab select Promotions
Select New promotion

PROMOTION INFORMATION

3.
4.

Complete the promotion name and promotion description - this will be presented to your customers.
Choose to link your promotion to a campaign and source.

PROMOTION CODE

5.
6.

Choose to upload promo codes
Choose a CSV file - you can download a sample file from the application

PROMOTION AVAILABILITY

7.
8.

Choose when you want your promotion to start and end or choose to disable for later use
Select Save
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Singula Decisions Products

Upfoad peomation code:

Choose CSV file

When you wan the promation 10 be

From the Marketing tab select Promotions
Identify and select your promotion

Make your changes

Select the Save button to save your changes

Marketing ~

Customers ~
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CRM

Creating a customer

Online or Contact Centre Agent

A customer can be created by the customer through an online registration process or by an agent in a contact centre.

1.

Select CRM which will reveal the Search customer screen
Select + Add customer
Complete the customer's personal details. [tems marked * are mandatory.

& Greg Herd ©

Create customer

'« MARKETING PREFERENCE

Contact preferences

Receipts

Title — This is the customer’s title;

Username — A unique username for the customer. If you enter an email address as their username, the email field will
automatically update with the same email address;

Email — A unique email address for the customer. If the customer consents, this can be used for marketing purposes;
Date of birth — The customers date of birth in the format DD/MM/YYYY;

Country — The customers country of residence;

Currency — The currency the customer will use;

Address type — The type of address the customer has

Marketing preferences — The customer's contact preferences. Receipt is not a marketing preference it is used for
purchases only

Customer type - 'Standard or ‘VIP’. ‘Standard’ is set by default. Setting as 'VIP' will suppress any payments for
subscription products.

Other Information - Custom fields as specify by you business.

Receipts - Ensures bill receipts are sent automatically with every bill

Select Save to create the customer.

Once saved, the customer will be allocated a unique Customer Reference number. The customer has been created as

a prospect as no products are associated with their account.
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Online or Contact Centre Agent
A customer can be created by the customer through an online registration process or by an agent in a contact centre.

1. From the Customer tab select New customer

eve

Singula Decisions Products Marketing ~ [ ) v

@ New customer

PERSONAL DETAILS ABOUT CUSTOMER ADDRESS CONTACT DETAILS

CUSTOMER CONSENTS

B SMS , Phone @ Whitemail

CUSTOM ATTRIBUTES SAVE CUSTOMER

PERSONAL DETAILS

2. Complete the customers personal details. The email address you enter will automatically populate the username field.
You have the option to change the username.

ABOUT CUSTOMER

3. Complete additional information about the customer. Once the customer account has been created the currency
cannot be changed.

CUSTOMER ADDRESS

4. Choose the address type

5. Choose the country

6. Search for an address using the customers house number and postcode (UK only). If an exact match is not found, you'll
be able to select the customer address from the search results. You also have the option to enter the address manually

7. Select'Add' to apply the address. You can remove the address by selecting the 'Trash'icon
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ADDRESS A ADDRESS ADDRESS " ADDRESS

HOME

Pay Wizard Group

Chuny Court
Comtry . Chapeiton Drive
United Kingdom KRKCALDY

KY2 60U

GBR

United Kimgdom

Cancel

Pay Wizard Group

Adbors e KIRKCALDY
K¥2 604
oeR

CONTACT DETAILS

8. Complete the customers contact telephone numbers

CUSTOMER CONSENTS

9. Select the relevant customer consents

CUSTOMER ATTRIBUTES

10. If available, enter the customer attributes required by your business.
11. Select 'Create customer' to save the customer. Any errors on the page will be highlighted.

Once saved the customer’s account can be amended or additional details added - see Managing a customer's personal
details.
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Finding a customer
1. Select CRM

singula decisions & GregHerd ©

vision | Search customers

2. Search for your customer using one or a combination of search options.
3. Select Search or press Enter to continue

Partial search

You have the option to do a partial search using a post/zip code, first name, last name, email, phone, username and
payment details.

USING ADVANCED SEARCH

1. Search for your customer using one or a combination of search options.

e  Customer reference number
e VimondID

e Email

e Username

e Payment method - this will be the payment method registered by the customer when they signed up or purchased

a product. This will be a credit card number or bank account number. You can search using the last 4 digits or the
full number.

e OrderlD

e Firstname

e Lastname

CONFIDENTIAL | © 2020 Singula Decisions Limited
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1. Select Customers from the main menu
2. Select Customer search

Marketing ~

Clear

@ sewch ot four iota

3. Enterthe customer's details - you can choose to search using one or more fields. Select 'Show Advanced search' to
display the advanced search options.

4. Press Enter or select 'Search customers'

5. If an exact match is found, the customer account will be displayed. If more than one account is found, each matching
result will be displayed.

Advanced search is used to locate customers using a specific set of search criteria. Select 'Show advanced search' to reveal
the search options.

This is because a customer account does not match your search criteria. Check your search and try again or simplify the
number of search options used.
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The customer account gives you a summary of the customer including their personal details, recent products, open cases,
payment methods and recent activity.

Singula Decisions Products %) Marketing ~ Customers ~

(€ Mrchris Lioyd 112939

CUSTOMER ACCOUNT

CUSTOMER DETAILS RECENT PRODUCTS
RICE TARTED
Boating Monthly Subscription SEKB0 00 annually 19 Jan 2021
© More Monthly Subscription SEK200.00 monthly 21 Jan 2020
Order 10: 102211 Refecres 0 None o discount 08:57.29
OPEN CASES
YRt ATE ADDED
Billing . 29 Jul 2023
ncomect B oy 24914
PAYMENT METHODS RECENT ACTIVITY
AR _~
Bitieg Rosub ¥
Visa
bia VISA
Bidieny R F
Visa
B 127202 visa =
S Subacrpton Biling Resubrmivsion Faded

You will see the unique customer account number, customer's name and customer type 'Standard' or 'VIP".

Standard

eve

Singula Decisions Products Marketing ~ Customers ~ on) -

(Q) Mr chris Lioyd 112939

CUSTOMER DETAILS

VIP

eve

Singula Decisions. Products Marketing ~ Customers ~

Mr Chris Lloyd 112939

CUSTOMERDETAILS  PRODUCTS

The customer account menu enables you to navigate around the customer's account quickly and easily.
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PERSONAL DETAILS

You will see the customers address, contact details, email address and refer a friend code. You may also see either display
name or customer PIN depending on the system configuration.

RECENT PRODUCTS
You will see the name, type, price, date started and current status of a recent product.

Select the product to view more information on the product. All products can be viewed by selecting Products
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Boating Monthly
Order ID: 102021

€ More Monthly
Order 1D 102211

Add product

Selecting Add product will take you out of BETA into the existing customer checkout.

OPEN CASES
You will see open cases on the customer's account.

Select the case to view more information on the case. All cases can be viewed by selecting Cases

OPEN CASES

TYPE DATE ADOED

Billing 29 3 2020
Incorrect Bill 024914

CONFIDENTIAL |  © 2020 Singula Decisions Limited

46



singula
decisions

View case

Selecting 'View case' will take you out of BETA into the existing customer case screen.

PAYMENT METHODS
You will see all the active payment methods that have been added to the customer account - ordered by date added

You will see the type and status for each. Statuses include active and expired.

Manage payment methods

Selecting Manage will take you out of BETA into the existing customer payment screen.

RECENT ACTIVITY

You can see the last five actions on the customer account. See Customer activity for more details.

CONFIDENTIAL |  © 2020 Singula Decisions Limited 47



singula
decisions

EDIT A CUSTOMER

You can edit when you see the penicon.

CONFIDENTIAL

© 2020 Singula Decisions Limited
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Customer personal details

VIEWING A CUSTOMER'S PERSONAL DETAILS

singula decisions

108444 Mr Christopher Lioyd

100

ifili

1. Select the Edit button on the Customer Details section.

UPDATING A CUSTOMER'S PERSONAL DETAILS

1. Select the Edit on the Customer Details section.
2. Edit the customer's details
3. Select Save

CONFIDENTIAL | © 2020 Singula Decisions Limited
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1.

eve

Singula Decisions

(€ mr chris Lioyd 112939

Products

CUSTOMER ACCOUNT

%) Marketing ~

Select Edit from the customer account page or select Customer Details

Customers ~

CUSTOMER DETAILS

RECENT PRODUCTS

Boating Monthly

© More Maathly

OPEN CASES
TYeL

Billing

PAYMENT METHODS

TAR

Visa
Expires 12/2021

Visa
Explees 12/20%

Subscription SEKB0.00 annually 19 Jan 2021
Referrer 10 Nonw No dhscous 050638
Subscription SEX200.00 moathiy 21 Jan 2020
Referres 0 Nooe No discount 085729

ATE ADDED
" 2 fn:l‘lloﬂ
RECENT ACTIVITY
Ty
0 Bidieg Resub ¥
VISA
Biling Rosubar Fa
VIsA  cowo |

Make your changes

Select the Update Customer button to save your changes

eve

Singula Decisions

~

(€ wmrchris Lioyd 112939

Products

CUSTOMER DETALS

%) Marketing -

Customers ~

PERSONAL DETAILS

ABOUT CUSTOMER

ADDRESS

PAYMENT DETARS

CONTACT DETAILS

CUSTOMER CONSENTS

1ed 3bout the service Lsng one of the

@ Whiternail

2 Social

SAVE CUSTOMER
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CUSTOMER'S REFER A FRIEND CODE
You can activate or de-activate a Refer a Friend code.

1. Select Edit from the customer account or alternatively select Customer Details
2. View the Personal Details area, and use the switch to enable or disable the customer's refer a friend code
3. Select Update customer to save your changes.

LEAVE WITHOUT SAVING

To stop any changes being lost, you will be asked to confirm that you want to leave the page.

CONFIDENTIAL |  © 2020 Singula Decisions Limited
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The subscriptions area provides a quick summary of customer subscriptions; you'll see the name, status, price and any
discounts, if associated.

To view more detail about the subscriptions select View

This will open the Current subscription and history page

Two tables will be displayed, one showing the information on the current subscription(s), the second showing the
customer’s subscription history.

w

Select + Add which will open the Add service wizard. You can select a subscription, by default subscriptions are filtered
by the customers currency. To change the currency, select '\CHANGE' in the title bar and choose a currency from the
drop down.

Choose a subscription from the catalogue and select ‘Next’. Once added, a confirmation of subscription and the amount
will be displayed in the cart.

If required, enter a referrer ID. The code is validated after entry.

Add a discount by choosing a campaign, source and promotion code from the drop-down. Leave it blank if you don't
require a discount.

Select Next

A summary containing subscription details, amount, discount amount and total amount due will be displayed.

Choose an existing payment method from the Select payment drop down and select Next.

The Order Summary screen will show details of the order including subscription, price, discounts and final price after
discounts are applied. Review the details and select ‘Finish’

The subscription will be added. You will see:

e  Status

e Last Change date
e Startdate

e Price

e Frequency

Selecting the '+’ expand button will show:

e  Minimum term end

e ReferrerID or Viewing Card
e OrderlD

e Promo Code

e ReferaFriend code

e Next Charge date

Select +Add which will open the Add service wizard. You can select a subscription, by default subscriptions are filtered
by the customers currency. To change the currency, select '\CHANGE' in the title bar and choose a currency from the
drop down.

Choose a subscription from the catalogue and select ‘Next’. Once added, a confirmation of subscription and the amount
will be displayed in the cart.

If required, enter a referrer ID. The code is validated after entry.

Add a discount by choosing a campaign, source and promotion code from the drop-down. Leave it blank if you don't
require a discount.



5. Select Next

A summary containing subscription details, amount, discount amount and total amount due will be displayed.

Choose Add card

A new tab in your browser will open. A summary of the customer's details will be displayed, select Add payment

This will launch the Global Iris or Realex Payments secure hosted payment page (HPP). Enter the customer’s card

number, expiry date, security code and cardholder name

9. Select the ‘Pay Now’ button once finished (at this stage you're authorising the card, not taking a payment). A success
message will appear if the details entered were correct and the card will be stored against customer’s account.

10. Go back to the previous tab and click the refresh button next to the Select payment drop down.

11. Select the newly added payment method from the drop down and select ‘Finish’

©N o

The subscription is added to the customer’s record.
Klarna and Invoice must be added via the add payment method before the create subscription process.

Cash payments — If the customer is paying by cash, select Invoice from the Select payment method drop down -
see Customer payment methods.

Adding new subscriptions for cancelled or terminated customer accounts
To add new subscriptions to a cancelled or terminated account, you would need to create a new subscription.

Before creating a new subscription make sure that a valid and up to date Payment method is captured - see Customer
payment methods. Ensure Viewing Card information, if required, is up-to-date.

Note: Any outstanding balances or debt should be managed by your own business rules and credit control

You can see:

e Information

e  Filter History

e Change Payment method

e Edit billing date

e Editreferrer ID/ Viewing card
e View Crossgrades

e Cancel

e Pause

You can suppress both billing and viewing entitlements using a subscription pause. You can pause a subscription for a
minimum of 1 billing instance, up to 24 billing instances. Only monthly subscriptions can be paused.

Select View from the Subscriptions area

Locate the subscription you want to pause and select Manage Subscription
Select Pause. The Pause Subscription window will appear.

Choose the number of billing periods to pause the subscription

Select Confirm

oWy e

The Subscription status will be paused from their next billing date. The date that pause will start and is due to end is shown
within the subscriptions table.



Select 'View" in the Subscriptions area

Locate the subscription you want to pause and click Manage Subscription
Select Pause. The Withdraw scheduled pause window will appear

Select ‘Confirm’ to withdraw the scheduled pause.

1.
2.
3.
4.

The Subscription status will be active and billing along with viewing entitlements will resume.

A customer can cancel their subscription at anytime; however, if they are still in contract they may incur a charge for
cancelling.

Any early termination charges will be illustrated ahead of confirming a cancellation.

Select 'View” in the Subscriptions area

Locate the subscription you want to cancel and select Manage Subscription

Select Cancel. The Remove Subscription window will appear.

Choose the cancellation date — this can be a specific date, an immediate cancellation or cancel on next renewal
date. Note: If you choose a specific date for cancellation then a calendar will pop up for you to select the date
Choose the cancellation reason

Select Get cancellation fee. The message will be updated with cancellation type, cancellation reason and any
cancellation fees.

7. Select Confirm to action the cancellation. A Success message will appear along with the Subscription tables
updated with the cancellation requested

SW NP

o v

If this was an immediate cancellation, the subscription will show status as cancelled straight away.

To view the cancellation date, click + to expand the Subscription information.

A scheduled cancellation can be withdrawn at any time up to the cancellation date.

1. Select Manage subscription
2. Select Withdraw scheduled cancellation
3. Select Confirm to withdraw the cancellation

The subscription will be reinstated.

You may need to sync a customer subscription with a entitlement service. This action is called ‘Nudge' and is completed in
the Subscriptions section.

1. Select View
2. Locate the subscription you want to sync
3. Select Refresh to sync the entitlements

This will resend the subscription entitlements and restore the customer's viewing.

Select Manage Subscription

Select Change payment method

Select Change:

Choose a payment method from the drop down or choose Add card

SWoN P
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Select Save to confirm changes

Select Manage Subscription

Select Edit billing date

Select the billing day and choose if you want to apply pro-ration to the customer’s bill

Select Get Info. A Summary screen of the change requested along with any pro-rata billing is displayed
Select Confirm to confirm changes

A customer can move from their current subscription to another one based on the crossgrade configuration.

SWoN P

Select 'View" in the Subscriptions area

Locate the subscription you want to cancel and select Manage Subscription

Select View crossgrades

Select the package to change to along with any discounts, if applicable. When you select the new subscription, the
cart banner will update showing details of the change along with any differences in costs. This will also indicate
what type of change it is; Crossgrade, Upgrade or Downgrade with arrows.

Select Finish at the end of the Cart to confirm the subscription change (this is an immediate change)

The subscription history will now be updated to show this change in subscription.

Once completed, the customer will be charged the pro-rated amount and their bill date will be adjusted to ‘today’

The new subscription will be active along with its new term (monthly or annual)

SWoN P
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Select 'View" in the Subscriptions area

Locate the subscription you want to cancel and select Manage Subscription

Select View Crossgrades. The Crossgrade wizard will appear

Select the package to change to along with any discounts, if applicable. When you select the new upgraded
subscription, the cart banner will update showing details of the change along with any differences in costs for the
new subscription.

Select Finish at the end of the Cart to confirm the subscription change (this is an immediate change):

The subscription history will now be updated to show this change in subscription. Once completed, the customer
will be charged the pro-rated amount and their bill date will be adjusted to ‘today’. The new subscription will be
active along with its new term (monthly or annual).

Select 'View" in the Subscriptions area

Locate the subscription you want to cancel and select Manage Subscription

Select View Crossgrades. The Crossgrade wizard will appear

Select the package to change to along with any discounts, if applicable. When you select the new downgraded
subscription, the cart banner will update showing details of the change along with any differences in costs for the
new subscription.

At the Payment section, the default option is for the downgrade to take place at the contract end term. There is an
option to 'force immediate downgrade’ if required. This could be the next month’s billing date if the current
subscription is a monthly contract or it could be at end of an annual contract for 12 month contracts)

Select Finish to confirm the downgrade

A success message will appear, confirming the downgrade:



e Ifanimmediate downgrade is requested, this will be completed immediately and billing will be pro-rated and the
new subscription term started.

e Ifthe default downgrade option is chosen, then this will be scheduled to downgrade at the end of the current
subscription’s minimum term. This will show in the Subscription tables as Downgrade Scheduled. There will be no
pro-rationed billing applied and once the downgrade is complete the new subscription’s minimum term will
become active.

1. Select ‘'View” in the Subscriptions area
Locate the subscription you want to cancel and select Manage Subscription
Select ‘Withdraw scheduled downgrade’

If a customer makes a manual payment, in person with cash, then this transaction balance needs to be manually added to
their account.

S WP

In the Customer account area select View

Locate the subscription you want to add a manual payment
Select Add payment

Select the payment type you want to add Cash or Voucher

The following fields will be displayed:

e Cash amount —this is mandatory
e  Official receipt number

e Collection code

e Temporary receipt number

Complete the required fields
Select Confirm

The Customer account statement will now show the manual payment entry along with the updated account balance.

W R

Select 'View" in the Subscriptions area

Locate the subscription you want to cancel and select Manage Subscription
Select Edit Referrer ID

Enter the New referrer ID

Select Confirm

Subscription history shows the customer’s current and previous subscriptions.

You'll be able to see more information on the subscription including:

Name;

Status (e.g. cancelled, active);

Movement (was the subscription cancelled, crossgraded etc);

Start (when the subscription began);

End (when did it end or is due to end);

Price (how much the subscription is and if there were any discounts added).



1. View a customer account
2. Select Products

e o

Singula Decisions Products %) Marketing « Customers + ) v

(D) Mr chris Lioyd 112939

Filter Options

") Discounted Products

Reset - Apply fiter

View a
Select Products
3. Locate a subscription product using search and filters
e  Search for a product name
e Time period when the product was added to the customers account
e  Product type either subscription, pay per view or access pass
e  Status either active, inactive or expired
e Discounted products show products with a discount

Good to know

You can only use the filters that are relevant to the products on the customers account. For example, if the customer has
three active subscriptions, when viewing the status filter you will only see the 'Active' option available. You will be unable to
select the other options in the list.

1. View acustomer account
Select Products
Choose a subscription product. The subscription account history will be displayed.

A subscription account history can contain:



e Repeating charges

e Credits

e Charges

e Payments
e Refunds

e Initial charges

Choose the pen to edit the subscription product
Select subscription status

Select cancel subscription

Select cancel on date or cancel immediately
Select cancel subscription

opwoN e

Cancel on date

e Select the date of cancellation

e The cancellation fee will be calculated based on the date of cancellation.
® You can select the payment method to clear the cancellation fee

e You can choose to write-off the cancellation fee

e You can choose the cancellation reason

Cancel immediately

e The cancellation fee will be calculated based on the date of cancellation.
e You can select the payment method to clear the cancellation fee

e You can choose to write-off the cancellation fee

e You can choose the cancellation reason

(@) mr chris Lioyd 112939 | - | Rt o earch v

Basting Monthly $ 2 ACCOUNT HISTORY - 10: 12291 SUBSCRIPTION HISTORY
=T /

AR ¥ y Fay 8T
poncs i 19 4402021 RS SEK20.00 Boating Meathly
SEKNO 00 annally B
19.Jan 2021 19 Jan 2022
na 103021

19Jan 2028 SEXD00

1y

e
EDIT SUBSCRIPTION x

@) Cancel on date Cancel immediately

Choose the pen to edit the subscription product

Select subscription status

Select the new subscription. A summary of the selected subscription will be displayed including any pro-rata charges.
Choose an available discount, if required

SW NP
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5. Choose from an existing payment method
6. Select Change subscription

Crossgrade
The customer will be charged the pro-rated amount and their bill date will be adjusted to ‘today’

Upgrade
The customer will be charged the pro-rated amount and their bill date will be adjusted to ‘today’. The new subscription will
be active along with its new term (monthly or annual).

Downgrade

e Ifanimmediate downgrade is requested, this will be completed immediately and billing will be pro-rated and the new
subscription term started.

e Ifthe default downgrade option is chosen, then this will be scheduled to downgrade at the end of the current
subscription’s minimum term. The subscription will be shown as Downgrade Scheduled. There will be no pro-rationed
billing applied and once the downgrade is complete the new subscription’s minimum term will become active.

CHANGE SUBSCRIPTION PAUSE SUBSCRIPTION

24 Now 2021

e oo

24 Nov 2021 2

£000

CHANGE PAYMENT METHOD

Choose the pen to edit the subscription product

Select Payment method. The current payment method will be displayed.

Select Change payment method

Choose the new payment method. If no alternative payment method is available you can select New payment method
To apply the new payment method select Save

You will be asked to confirm this change. Select Yes, I'm sure

oV pHw N R
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{ >
| scine |
VISA 426397 uxe5262 >
% >
21 Sep 2001
£000 > NAME ON CARD EXPRY DATE PAVMENT PROVIDER
G Merd 122023 REALEX

G Change payment method

CHANGE REFERRER ID

1. Choose the pen to edit the subscription product
2. Selectreferrer D
3. Enter new referrer ID
4. Select Change to confirm
. Change referrer ID
| Actve | e
VISA 448439ecect 111 >
.

19 Jan 2023 >

SEX0 00 >

~e b4
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Customer one-off purchases

VIEW ONE-OFF PURCHASE

The one-off purchases area provides a quick summary of customer pay per view or access passes; you'll see the date
purchased, name, price, referrer ID and order ID.

To view more detail about the purchases select View

singula decisions & GregHerd ©

Orange Vision | 112928 Mr Chris Lloyd

Name Purchase type Status Date Active from Expiry Price  ReferrerID  Order ID Payment Method Actions

ADD A ONE-OFF PURCHASE WITH EXISTING PAYMENT METHOD

1.

Select + Add which will open the Add purchase wizard. You can select a one-off purchase, by default products are
filtered by the customers currency. To change the currency, select CHANGE in the title bar and choose a currency from
the drop down.

Choose a one-off purchase from the catalogue and select Next. Once added, a confirmation of the product and the
amount will be displayed in the cart.

If required, enter a referrer ID. The code is validated after entry.

You can't add a discount to a one-off purchase select Next

Choose an existing payment method and select Next. The Order Summary screen will show details of the order
including subscription, price, discounts and final price after discounts are applied

Review the details and select ‘Finish’

ADDING AN ALTERNATIVE PAYMENT METHOD DURING ADD ONE-OFF PURCHASE

1.

oYV P W

Select + Add which will open the Add purchase wizard. You can select a one-off purchase, by default products are
filtered by the customers currency. To change the currency, select CHANGE in the title bar and choose a currency from
the drop down.

Choose a one-off purchase from the catalogue and select Next. Once added, a confirmation of the product and the
amount will be displayed in the cart.

If required, enter a referrer ID. The code is validated after entry.

You can't add a disocunt to a one-off purchase. Select Next

Choose Add card. A new tab in your browser will open

A summary of the customer's details will be displayed, select Add payment. This will launch the Global Iris or Realex
Payments secure hosted payment page (HPP).

Enter the customer’s card number, expiry date, security code and cardholder name
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8. Select the ‘Pay Now’ button once finished (at this stage you're authorising the card, not taking a payment). A success
message will appear if the details entered were correct and the card will be stored against customer’s account.

9. Go backto the previous tab and click the refresh button next to the Select payment drop down.

10. Select the newly added payment method from the drop down and select Finish. The Order Summary screen will show
details of the order including subscription, price, discounts and final price after discounts are applied.

11. Review the details and select Finish

You can see:

e Information

e  Filter History

e Change Payment method

e Edit billing date

e Editreferrer ID/ Viewing card
e View Crossgrades

e Cancel

e Pause

If a customer makes a manual payment, in person with cash, then this transaction balance needs to be manually added to
their account.

In the Customer account area select View

Locate the one-off purchase you want to add a manual payment
Select Add payment

Select the payment type you want to add Cash or Voucher

S WP

The following fields will be displayed:

e Cash amount —this is mandatory
e  Official receipt number

e Collection code

e Temporary receipt number

5. Complete the required fields
6. Select Confirm

The Customer account statement will now show the manual payment entry along with the updated account balance.
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View a customer account

Select Products

Locate a one-off purchase product using search and filters

e  Search for a product name

e Time period when the product was added to the customers account
e Product type either subscription, pay per view or access pass

e  Status either active, inactive or expired

e Discounted products show products with a discount

View a customer account

Select Products. You may see one-off purchases of type: pay per view, access pass and/or publication.
Optionally, you can filter products using the product type filter

Select View to see more product details

- o
Singula Decisions Products Marketing ~ Customers ~ oH) v

(C) Mr chris Lioyd 112928

PRODUCTS

Name. Type Price Started status

Filter Options
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VIEW ONE-OFF PURCHASE ACCOUNT HISTORY

1. View acustomer account
2. Select Products
3. Choose a one-off purchase product. The one-off purchase account history will be displayed.

ONE-OFF PURCHASE ACCOUNT

The one-off purchase account is a shared account incorporating all customer purchases. These purchases could be included
pay per view, access passes and/or publications.

A one-off purchase account history can contain:

e Credits

e Charges

e Payments
e Refunds

e Initial charges
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Customer payment methods
ADDING A CREDIT/DEBIT CARD
Within the Payment method area select Add

1. Select'Card’. You'll then be taken to a new tab in your browser which displays the customer’s details.

singula decisions & GregHerd ©
| v o—
——
| m m—| | m— — |
| = — | — —
| m— | o
o o |
= THODS o aDD
CARD
|m'3'm DIRECT DEBIT

SEPA DD

2. Select Add payment from the top right of the ‘Personal details’ box.

This will launch the Payment details window; the Global Iris or Realex Payments secure hosted payment page (HPP)
3. Enter the customer’s card number, expiry date, security code and cardholder name:
4. Select Pay Now (at this stage you're authorising the card, not taking a payment).

Payment details ’

Payment Details

Card Number = @ =
Expiry
Security Code

Cardholder Name

@ PAY NOW

& | &

5. Asuccess message will appear if the details entered were correct and the card will be stored against customer’s
account. If unsuccessful an error message, briefly explaining what went wrong will appear.

6. Go backto the previous tab and select refresh at the top right of the Payment Methods area where you'll see the
customer’s card details, once refreshed.
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ADDING INVOICE PAYMENT
There may be instances when you want to setup an account with an Invoice payment method. Examples of this could be:

e VIP customers where you don't want the customer to be billed — VIP status will need to be setup on the Customer
Details sections under Customer Type

e  Customers or business that wish to pay via Bank Transfer or Cheque

1. Select Add button at the top right of the ‘Payment Method’ box, this will reveal a drop down with an option to an
invoice payment.

2. Select Invoice.

3. Select Invoice

Note: If no payment details are provided, select ‘Not Provided’
Other payment methods can be configured. (Klarna, DIBS, Paypal)

Klarna payments — You cannot add a Klarna payment method via SSM, the customer will need to do this through the
website.

CONFIDENTIAL | © 2020 Singula Decisions Limited



singula
decisions

BETA Customer payment methods

VIEW PAYMENT METHODS
1. Select Payment details

All payment methods stored on the customer account will be displayed. Each can be selected to reveal more details.

PAYMENT DETALS

VISA

4444330001111

Deactivate payment method Remove payment method

ADD AN INVOICE PAYMENT METHOD

1. Select Payment details

2. Select + Add payment method

3. Select Invoice. This can only be added once.
4. Confirm you want to add Invoice
CONFIDENTIAL | © 2020 Singula Decisions Limited
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() Mr Greg Herd 112243

PAYMENT DETALS

Invoice

Deactivate payment method

Select Payment details

Select + Add payment method

Select Not provided. This can only be added once.
Confirm you want to add Not provided

SWoN P

eve

Singula Decisions. Products Marketing ~ Customers ~ M) v

() MrGreg Herd 112243

PAYMENT DETALS

Not provided

Deactivate payment method
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ACTIVATE A PAYMENT METHOD

1. Select Payment details

2. Select the payment method to be activated
3. Select Activate payment method

4. Confirm the activation

DEACTIVATE A PAYMENT METHOD

1. Select Payment details

2. Select the payment method to be deactivated
3. Select Deactivate payment method

4. Confirm the deactivation

Active subscription

You won't be able to remove a payment method if it is used with an active subscription.

LR J

REMOVE AN INVOICE OR NOT PROVIDED PAYMENT METHOD

1. Select Payment details

2. Select the payment method to be removed
3. Select Remove payment method

4. Confirm the removal

Active subscription

You won't be able to remove a payment method if it is used with an active subscription.

CONFIDENTIAL |  © 2020 Singula Decisions Limited
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Customer cases

Cases and Inboxes provide a flexible framework for managing Customer engagement, issue resolution and workflow.
Cases are system 'tickets’ that are raised against a Customer Account and stored in the Cases section.

These can be used stand alone, for example as a record of customer contact eg ‘the Customer called to discuss an upgrade
to their subscription’ or the case can be added to an Inbox workflow.

CREATE A CASE
1. Click the Add on the Cases area:

[3) CASES ADD || VIEW
Title Status Date

General Enquiries 06-Nov-2020

Technical 06-Nov-2020

General Enquiries 06-Nov-2020

Fill in the details of the interaction as described below:

e (Casetype — Select the reason for the customer’s interaction from the drop down list;

e  Sub case type — Select a sub type from the drop-down list, this is used to further define the Case Type described
above;

e Case Tag—Select a tag for then call if applicable

e  Case Subject —Briefly describe what the interaction is about;

e Case Description — Provide more detail about the interaction, this will help out if the customer contacts again;

e Deadline —Select a date from the calendar;

e  Status—Select whether the case is open (unresolved) or closed (resolved);

e Priority — Select whether the case is ‘Normal’ or ‘Urgent’ from the drop down.

e Contact method — Select how the customer got in contact with you

2. Select Save

& ADD CASE CANCEL
Case type* Case subtype Case tag
General Enquiries v | | Enquiry v | | Select a case tag v

Case Subject*
Payment query
Case description*

Payment query, what action was taken?

Deadline Status*
Open v
Priority* Contact method*
Medium v | | Email -4

The Case will appear in the cases table.
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[3) CASES ADD || VIEW
Title Status Date
General Enquiries « OPEN 09-Nov-2020
General Enquiries 06-Nov-2020
Technical 06-Nov-2020

ADD A NOTE TO AN EXISTING CASE

1. Select View in the cases area

[3) CASES ADD || VIEW
Title Status Date

General Enquiries « OPEN 09-Nov-2020

General Enquiries 06-Nov-2020

Technical 06-Nov-2020

2. Located the case in the timeline view. You will see information on it's creation as well as the name of the person who
created it and whether the note is open or closed.

| 108514 Mr Forename Smith

x Close

5 ot

2 Raopan cae

# Recpen case

3. Select Add case note button

Note — For a closed case, simply re-open the case to allow further notes to be added (re-opening cases is subject to
your user role)
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10481 General Enquiries, Enquiry m

& ahassan @ Mon 09-Nov-2020 13:06:52 i Created

®, Payment query

& Payment query, what action was taken?
B Email

§ Medium

Add case note button displayed

£ 10481 CASE NOTES x

®; review case
&6 Still no update
& ahassan © Mon 09-Nov-2020 13:09:34

+ Add note Close

4. Complete the subject and description

£ 10481 CASE NOTES %

®, review case
&6 Still no update
& ahassan © Mon 09-Nov-2020 13:09:34

= Latest update

66 Payment due

Save Cancel

Note: If Add case note was selected then the Add Case Notes window will appear containing a case subject field and case
notes field, complete these to add you new case notes:
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£ 10481 CASE NOTES b4
= | J
(19

Save Cancel

5. Select Save

The case notes have now been saved and can be viewed by selecting View case notes

of Success! Case note saved successfully.
| R —— |

£ 10481 CASE NOTES x

®, Latest update
&6 Payment due
& ahassan ® Mon 09-Nov-2020 13:10:44
®, review case
&6 Still no update
& ahassan ©® Mon 09-Nov-2020 13:09:34

+ Add note Close

EDIT AN EXISTING CASE

You can edit a case once it's been created. This allows you to amend any fields that were completed when the case was
created.

1. Click the Edit case button

Note — For a closed case, simply select re-open case to allow editing (subject to user access role)

10481 General Enquiries, Enquiry | & Open |
& ahassan @ Mon 09-Nov-2020 13:06:52 i Created
%, Payment query
 Payment query, what action was taken?
B Email
& Medium

2. Complete your changes to the case
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& 10481 EDIT CASE

Case type* Case subtype
I(Seneral Enquiries Vl Enquiry

Case Subject*
Payment query

Case description*
Payment query, what action was taken?

Deadline Status*
Open

Priority*

Medium

Case tag
V| | Select a case tag

Contact method*
Email

Cancel Save

3. Select Save to confirm your changes.

FILTER CASE TYPES

All the cases are displayed in a timeline view. This shows detail of the case including the date and a brief description.

You can filter the cases to find a case faster by selecting filter by case type from the drop down box available:

Filter by case type

v

CONFIDENTIAL |  © 2020 Singula Decisions Limited
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1. Select Cases

All cases, active and closed, will be displayed.

eve

Singula Decisions. Products Marketing ~ Customers ~ OH) v

(Q) Mr Chris Lioyd 112939

Type Subject Priority Date sdded Status
Time Period
. . Billing MEDIUM 29 Jul 2021
®) Retied before incomect e T Due: 1 Jan 2021 024314
() Raited co
() Raised atter

Billing o dacue bl MEDIUM 29 20l 2021
Incomectpu O30 10 discuts b Oue: 1 Jon 2021 024816 ZZa

Reset

Search cases
Search for a case by entering the case subject

Filter

filter by date

filter by case type
filter case status
filter by case priority

Add case

Add case is not yet available in BETA. Selecting Add case will display cases within the existing application.

View a customer account

Select Cases. You may see a combination of open and closed cases
Optionally, you can filter case using the case status filter

Select View to see more case details

SW NP



singula
decisions

Customer activity

Customer interactions are recorded and accessed through Customer Activity. The Customer Activity section allows you to
view the activities on an account in line with the customer journey. You can also filter these interactions by date, type or

legacy to find the interaction you're looking for.

HOW TO VIEW THE INTERACTIONS
To see the interactions on an account:

1. Goto the Customer Dashboard
2. Select Customer Activity

| 108514 Mr Smith

Edit your customers details and account information

& CUSTOMER DETAILS EDIT

Customer ID
78f34650-87f4-4841-b3a7-24760d3e9c41

Mr Forename Smith
ahassan@singuladecisions.com

Home address Vimond ID
TV Company
Company Address
Company Address Refer a friend code
Company Address ScjgOot8
kyS8ea
United Kingdom Manage
000000000000
[ CASES ADD || VIEW
Title Status Date
General Enquiries 06-Nov-2020
Technical ! 06-Nov-2020
General Enquiries 06-Nov-2020
P VIEWING CARD AND DEVICES VIEW
Platform Type Status Start date

This will open the Customer Activity in a new window:

CONFIDENTIAL |  © 2020 Singula Decisions Limited

You are here Home > CRM > Mr Smith

Customer activity X% Close

% SUBSCRIPTIONS VIEW
Name Status Price Referrer ID  Order ID
Entertainment Monthly Subscription £20.00 101873
[@ CUSTOMER ACCOUNTS VIEW
Date Status Value
06Nov2020
PAYMENT METHODS £ | ADD
REALEX
VISA
V’SA 444433xxxx1111
Mr Smith
01-2025
% ONE-OFF PURCHASES VIEW
Date Name Price Referrer ID Order ID
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Customer Interactions

Filter by

() View in legacy mode

View actions that are not yet available in
this activity timeline. You won't be able to

filter these actions.

Select from date

yyyy-mm-dd
Select to date

yyyy-mm-dd

ACTIVITY OPTIONS

Select type

Choose...

l APPLY FILTERS

CUSTOMER ACTIVITY

The Customer Activity window display all interactions that have taken place on the customer's account:

| Customer Interactions

Filter by

o View in legacy mode

View actions that are not yet available in
this activity timeline. You won't be able to

filter these actions.

Select from date

yyyy-mm-dd
Select to date
yyvy-mm-dd

ACTIVITY OPTIONS

Select type

Choose...

APPLY FILTERS

Email Sent
a120af51-967¢-4b27-b4da-
f175cb6ebSdé

Subscription Billing Success
f1b9a871-6ab0-4eff-835d-
ff24eeb98b44

New Purchase
b902e62a-bcf4-4c95-8dbd-
70076845faf1

New Payment Method
c80feSca-2929-4f6b-a770-
5fle3cedSbsS

New Customer Created
0e452688-769¢-43d5-b399-
<9dcOabed858

Email Sent
a120af51-967¢-4b27-b4da-
f175cb6eb5d6

Subscription Billing Success
f1b9a871-6ab0-4eff-835d-
ff24eeb98b44

New Purchase
b902e62a-bcf4-4c95-8dbd-
70076845faf1

New Payment Method
c80fe5ca-2929-4f6b-a770-
Sfle3ced5b55

New Customer Created
0e452688-769¢-43d5-b399-
c9dcOabed858

On the left you can filter the interactions by:

e Date (start and end)
e Activity (this list will only show the activities that are linked to an interaction completed on the account)

Legacy Interactions

Action

Email Subject: Bonjour Forename,
Customer To: "Forename Smith”
<ahassan@singuladecisions.com>

Action
Entertainment Monthly
Subscription, Order ID 101873

Action

Subscription, Entertainment
Monthly Subscription, Order ID
101873

Action
VISA 44443301111

Action
New Customer Created

There are no further interactions to load

Action

Email Subject: Bonjour Forename,
Customer To: "Forename Smith”
<ahassan@singuladecisions.com>

Action
Entertainment Monthly
Subscription, Order ID 101873

Action
Subscription, Entertainment
Monthly Subscription, Order ID
101873

Action
VISA 444433001111

Action
New Customer Created

There are no further interactions to load

Forename Smith (ahassan@singuladecisions.com)

Email
Bonjour Forename

Subscription
Entertainment Monthly
Subscription

Subscription
Entertainment Monthly
Subscription

PaymentMethod

Forename Smith (ahassan@singuladecisions.com)

Email
Bonjour Forename

Subscription
Entertainment Monthly
Subscription

Subscription
Entertainment Monthly
Subscription

PaymentMethod

ahassan
6 Nov 2020 10:44:00

PW_SYSTEM
6 Nov 2020 10:44:00

ahassan
6 Nov 2020 10:44:00

ahassan
6 Nov 2020 10:41:00

ahassan
6 Nov 2020 10:39:00

ahassan
6 Nov 2020 10:44:00

PW_SYSTEM
6 Nov 2020 10:44:00

ahassan
6 Nov 2020 10:44:00

ahassan
6 Nov 2020 10:41:00

ahassan
6 Nov 2020 10:39:00

Any interactions including those that are not yet part of the Customer Activity interactions can be found by selecting "View

in Legacy mode'.

CONFIDENTIAL |  © 2020 Singula Decisions Limited
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You cannot filter Legacy Interactions using the Date range or Activity.

Filter by Reset fil

D View in legacy mode

View actions that are not yet available in
this activity timeline. You won't be able to

filter these actions.

Email sent

New Payment Details
8186

New Customer Created
108514

OVERVIEW OF INTERACTIONS

Interactions are presented in order of newest first:

Forename Smith (ahassan@singuladecisions.com)

Bonjour Forename - sent to
“Forename Smith"
<ahassan@singuladecisions.com>

VISA/444433xxxx1111

Mr Forename Smith

47969ead-c7d6-4732-8d8d-

a0fb364e97b9
6 Nov 2020 00:00:00

ahassan
6 Nov 2020 00:00:00

ahassan
6 Nov 2020 00:00:00

There are no further interactions to load

Forename Smith (ahassan@singuladecisions.com)

Email Sent
a120af51-967¢-4b27-bdda-
f175cb6eb5d6

Subscription Billing Success
f1b9a871-6ab0-4eff-835d-
ff24eeb98b44

New Purchase
bS%02e62a-bcf4-4c95-8dbd-
70076845faf1

New Payment Method
c80feSca-a929-4f6b-a770-
5f1e3ced5b55

New Customer Created
0e452688-769c-43d5-b399-
c9dcOabed858

See the example below:

Email Sent
a120af51-967¢-4b27-b4da-
f175cb6ebSd6

Email Sent
a120af51-967¢-4b27-b4da-
f175cb6ebSd6

Action

Email

Email Subject: Bonjour Forename, Bonjour Forename
Customer To: "Forename Smith”
<ahassan@singuladecisions.com>

Action
Entertainment Monthly
Subscription, Order ID 101873

Action

Subscription, Entertainment
Monthly Subscription, Order ID
101873

Action
VISA 444433xxxx1111

Action
New Customer Created

There are no further interactions to load

Subscription
Entertainment Monthly
Subscription

Subscription
Entertainment Monthly
Subscription

PaymentMethod

Each will have it's unique icon as well as information about the interaction.

Action Email

Email Subject: Bonjour Forename, Bonjour Forename
Customer To: "Forename Smith”
<ahassan@singuladecisions.com>

Action Email

Email Subject: Bonjour Forename, Bonjour Forename

Customer To: "Forename Smith*

<ahassan@singuladecisions.com>

Each interaction will display specific attributes.
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ahassan
6 Nov 2020 10:44:00

PW_SYSTEM
€ Nov 2020 10:44.00

ahassan
6 Nov 2020 10:44:00

ahassan
6 Nov 2020 10:41:00

ahassan
6 Nov 2020 10:39:00

ahassan
6 Nov 2020 10:44:00

ahassan
6 Nov 2020 10:44:00
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The table below contains the full list of interactions that could be recorded, along with what information is found on each:

INTERACTIONS ATTRIBUTES

Customer's Billing date has changed

- Unique ID

- Title of interaction = 'Billing Date Changed'
- User ID (for Agent initiated action)

- 'System' (for APl or SSM initiated action)

- Date/time stamp of the Interaction

- Change bill day 'from'

- Change bill day 'to'

Customer's subscription Account payment
method has been changed

- Unique ID

- Title of interaction = 'Account Payment Method Changed'
- User ID (for Agent initiated action)

- 'System' (for APl or SSM initiated action)

- Date/time stamp of Interaction

- 'from'

- 'to’

- Associated subscription product

Additional payment has been made to a
Customer's subscription Account

- Unique ID

- Title of interaction = 'Additional Payment Made'
- User ID (for Agent initiated action)

- 'System' (for APl or SSM initiated action)

- Date/time stamp of Interaction

- Payment method used

Address changes made to a Customer's
Account

- Unique ID

- Title of interaction = 'Address Details Modified'
- User ID (for Agent initiated action)

- 'System' (for APl or SSMinitiated action)

- Date/time stamp of Interaction

- Field name(s) that changed

Customer's Account enters the Credit Control
Cycle

- Unique ID

- Title of interaction = 'Credit Control Cycle Entered'
- User ID (for Agent initiated action)

- 'System' (for APl or SSM initiated action)

- Date/time stamp of Interaction

- DIBS acquirer response code

- Klarna response Code

Customer's Account leaves the Credit Control
Cycle

- Unique ID

- Title of interaction = 'Credit Control Cycle Exited'
- User ID (for Agent initiated action)

- 'System' (for APl or SSM initiated action)

- Date/time stamp of Interaction

Customer's subscription Account is cancelled

- Unique ID

- Title of interaction = 'Subscription Cancelled'

- User ID (for Agent initiated action)

- 'System' (for APl or SSMinitiated action)

- Date/time stamp of Interaction

- Subscription product name that has been cancelled
- Subscription order ID

Customer's subscription Account is scheduled
to be cancelled

- Unique ID

- Title of interaction = 'Subscription Cancellation Scheduled'
- User ID (for Agent initiated action)

- 'System' (for APl or SSM initiated action)

- Date/time stamp of Interaction

- Subscription product name that has been cancelled

- Scheduled cancellation date

- Subscription order ID

Customer's subscription Account scheduled
cancellation is withdrawn

- Unique ID

- Title of interaction = 'Subscription Cancellation Withdrawn'
- User ID (for Agent initiated action)

- 'System' (for APl or SSMinitiated action)

- Date/time stamp of Interaction

- Subscription product name that was to be cancelled

- Subscription Order ID

CONFIDENTIAL |  © 2020 Singula Decisions Limited

79



singula
decisions

Customer's subscription Account is scheduled
to be downgraded

- Unique ID

- Title of interaction = 'Subscription Downgrade Scheduled'

- User ID (for Agent initiated action)

- 'System' (for APl or SSMinitiated action)

- Date/time stamp of Interaction

- Subscription product name that is to be downgraded ‘from'
- Subscription product name that is to be downgraded 'to’

- Scheduled downgrade date

- Subscription Order ID

Customer's subscription Account scheduled
downgrade is withdrawn

- Unique ID

- Title of interaction = 'Subscription Downgrade Withdrawn'
- User ID (for Agent initiated action)

- 'System' (for APl or SSM initiated action)

- Date/time stamp of Interaction

- Subscription product name that was to be downgraded

- Subscription Order ID

Customer's subscription is changed

- Unique ID

- Title of interaction = 'Subscription Changed'
- User ID (for Agent initiated action)

- 'System' (for APl or SSMinitiated action)

- Date/time stamp of Interaction

- Subscription product name ‘from'

- Subscription product name 'to'

- Subscription Order ID

Customer's subscription is renewed

- Unique ID

- Title of interaction = 'Subscription Renewed'
- User ID (for Agent initiated action)

- 'System' (for APl or SSMinitiated action)

- Date/time stamp of Interaction

- Subscription product name

- Subscription Order ID

- Discount name

- Discount occurrence

Customer's subscription is billed successfully

- Unique ID

- Title of interaction = 'Subscription Billing Success'
- User ID (for Agent initiated action)

- 'System' (for APl or SSMinitiated action)

- Date/time stamp of Interaction

- Subscription product name

- Subscription Order ID

- Discount name

- Discount occurrence

Customer's subscription has failed billing

- Unique ID

- Title of interaction = 'Subscription Billing Success Failed'
- User ID (for Agent initiated action)

- 'System' (for APl or SSMinitiated action)

- Date/time stamp of Interaction

- Subscription product name

- Subscription Order ID

- DIBS acquirer response code

- Klarna response Code

Customer purchases a new product

- Unique ID

- Title of interaction = 'New Purchase'

- User ID (for Agent initiated action)

- 'System' (for APl or SSMinitiated action)
- Date/time stamp of Interaction

- Product name

- Product Order ID

- Discount name

- Total discount occurrences

New Customer is created

- Unique ID
- Title of interaction = 'New Customer Created'
- User ID (for Agent initiated action)
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- 'System' (for APl or SSM initiated action)
- Date/time stamp of Interaction

New payment method is added to a Customer
account

- Unique ID

- Title of interaction = 'New Payment Method'

- User ID (for Agent initiated action)

- 'System' (for APl or SSM initiated action)

- Date/time stamp of Interaction

- Masked PAN/Klarna details

- Current active subscription product (if available)

Manual refund has been issued to a Customer

- Unique ID

- Title of interaction = 'Manual Refund Issued'
- User ID (for Agent initiated action)

- 'System' (for APl or SSM initiated action)

- Date/time stamp of Interaction

- to which the refund was issued

- Refunded amount

- Subscription Order ID

Manual credit has been applied to a Customer
account

- Unique ID

- Title of interaction = 'Manual Credit Added'
- User ID (for Agent initiated action)

- 'System' (for APl or SSMinitiated action)

- Date/time stamp of Interaction

- Credit amount

- Account ID to which credit was applied

Manual charge has been applied to a
Customer account

- Unique ID

- Title of interaction = 'Manual Charge Added'
- User ID (for Agent initiated action)

- 'System' (for APl or SSM initiated action)

- Date/time stamp of Interaction

- Charge amount

- Account ID to which charge was applied

Customer's product entitlements have been
refreshed

- Unique ID

- Title of interaction = 'Entitlements Refreshed'
- User ID (for Agent initiated action)

- 'System' (for APl or SSM initiated action)

- Date/time stamp of Interaction

- Subscription product name

- Subscription Order ID

Customer's account has been anonymised

- Unique ID

- Title of interaction = 'Customer Anonymised'
- User ID (for Agent initiated action)

- 'System' (for APl or SSMinitiated action)

- Date/time stamp of Interaction

Customer has been sent an email receipt

- Unique ID

- Title of interaction = 'Email sent'

- User ID (for Agent initiated action)

- 'System' (for APl or SSM initiated action)
- Date/time stamp of Interaction

- Email (receipt) Subject

- Customer To: email address

Customer's subscription is scheduled to be
paused

- Unique ID

- Title of interaction = 'Pause Scheduled'

- User ID (for Agent initiated action)

- 'System' (for APl or SSM initiated action)

- Date/time stamp of Interaction

- Scheduled date on which Pause will take place
- Number of months Paused for

- Subscription product name that is to be paused
- Subscription Order ID

Customer's subscription is paused

- Unique ID

- Title of interaction = 'Pause Activated'

- User ID (for Agent initiated action)

- 'System' (for APl or SSM initiated action)
- Date/time stamp of Interaction

- Number of months Paused for
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- Subscription product name that is paused
- Subscription Order ID

Customer's scheduled paused subscription is
cancelled

- Unique ID

- Title of interaction = 'Scheduled Pause cancelled'
- User ID (for Agent initiated action)

- 'System' (for APl or SSM initiated action)

- Date/time stamp of Interaction

- Subscription product name that was paused

- Subscription Order ID

Customer's scheduled paused subscription is
ended early

- Unique ID

- Title of interaction = 'Pause Ended Early'

- User ID (for Agent initiated action)

- 'System' (for APl or SSM initiated action)

- Date/time stamp of Interaction

- Subscription product name that was paused
- Subscription Order ID

Customer's scheduled paused subscription
has ended

- Unique ID

- Title of interaction = 'Pause Ended'

- User ID (for Agent initiated action)

- 'System' (for APl or SSMinitiated action)

- Date/time stamp of Interaction

- Subscription product name that was paused
- Subscription Order ID

Customer's subscription has failed billing
resubmission within the CCC

- Unique ID

- Title of interaction = 'Subscription Billing Resubmission Failed'
- User ID (for Agent initiated action)

- 'System' (for APl or SSMinitiated action)

- Date/time stamp of Interaction

- Subscription product name

- Subscription Order ID

- DIBS acquirer response code

- Klarna response Code

VIEWING AND RESENDING AN EMAIL

If an email has been sent to a customer due to an interaction, you will be presented with an option to view the email:

Email Sent Action Email ahassan
a120af51-967¢-4b27-b4da- Email Subject: Bonjour Forename, Bonjour Forename 6 Nov 2020 10:44:00
f175cb6ebS5d6 Customer To: "Forename Smith”

<ahassan@singuladecisions.com>

The sent email will be displayed in a pop-up window.

The pop-up will show the email that was sent to the customer and you will have the option to resend it, simply by clicking

'resend email':
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Checkout success Forename Smith X

i Sent to: ahassan@singuladecisions.com
B O nJ O u r FO re n a m e Sent From: no_reply@devel.paywizard.com

6 November 2020 10:44:00

Mr Forename Smith

Your Purchase

Your Subscription Purchase: Entertainment Monthly Subscription
Recurring Charge: 20.00 GBP

Renewal Date: 2020-12-06

Contract Term: 1 ‘
MONTH

Masked Pan: 444433:xxx1111

Order Number:101873
Total cost:32.00 GBP |
Purchase date: 2020-11-06

Sincerely,

Just a we statement from me
Mantra 1. Sweep the Sheds

“Never be too big to de the small things that need to be done.”

Email no[recewed?] ND EMAIL ‘

A confirmation message will appear on screen confirming the email has been resent.

Emails will be sent out immediately to the customer's registered email address.

The original email has been successfully sent to
this customer's current email address
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BETA Customer activity

VIEW ACTIVITY

B

From the Customer Account select Recent Activity
2. All customer actions will be displayed in a timeline
3. You canfilter actions by date and type of activity

() mr chris Lioyd 112939

RECENT ACTIVITY

2B View n legacy mode

View actions that are not yet available in
this activity tmelne. You won'l be abde 1o
filtes these actions.

al

Legacy mode
Actions that are not yet part of the customer activity can be found by selecting 'View in Legacy mode'.

You cannot filter legacy actions using the date range or activity type options.

ACTIVITY ITEMS AVAILABLE IN BETA
The table below contains the full list of actions that could be recorded on a customer account.

‘ INTERACTIONS ATTRIBUTES

Customer's Billing date has changed - Unique ID

- Title of interaction = 'Billing Date Changed'
- User ID (for Agent initiated action)

- 'System' (for APl or SSM initiated action)

- Date/time stamp of the Interaction

- Change bill day 'from'

- Change bill day 'to'

Customer's subscription Account payment - Unique ID

method has been changed - Title of interaction = 'Account Payment Method Changed'
- User ID (for Agent initiated action)

- 'System' (for APl or SSM initiated action)

- Date/time stamp of Interaction

- 'from'

- 'to'

- Associated subscription product
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Additional payment has been made to a
Customer's subscription Account

- Unique ID

- Title of interaction = 'Additional Payment Made'
- User ID (for Agent initiated action)

- 'System' (for APl or SSMinitiated action)

- Date/time stamp of Interaction

- Payment method used

Address changes made to a Customer's
Account

- Unique ID

- Title of interaction = 'Address Details Modified'
- User ID (for Agent initiated action)

- 'System' (for APl or SSM initiated action)

- Date/time stamp of Interaction

- Field name(s) that changed

Customer's Account enters the Credit Control
Cycle

- Unique ID

- Title of interaction = 'Credit Control Cycle Entered'
- User ID (for Agent initiated action)

- 'System' (for APl or SSMinitiated action)

- Date/time stamp of Interaction

- DIBS acquirer response code

- Klarna response Code

Customer's Account leaves the Credit Control
Cycle

- Unique ID

- Title of interaction = 'Credit Control Cycle Exited'
- User ID (for Agent initiated action)

- 'System' (for APl or SSMinitiated action)

- Date/time stamp of Interaction

Customer's subscription Account is cancelled

- Unique ID

- Title of interaction = 'Subscription Cancelled'

- User ID (for Agent initiated action)

- 'System' (for APl or SSM initiated action)

- Date/time stamp of Interaction

- Subscription product name that has been cancelled
- Subscription order ID

Customer's subscription Account is scheduled
to be cancelled

- Unique ID

- Title of interaction = 'Subscription Cancellation Scheduled'
- User ID (for Agent initiated action)

- 'System' (for APl or SSMinitiated action)

- Date/time stamp of Interaction

- Subscription product name that has been cancelled

- Scheduled cancellation date

- Subscription order ID

Customer's subscription Account scheduled
cancellation is withdrawn

- Unique ID

- Title of interaction = 'Subscription Cancellation Withdrawn'
- User ID (for Agent initiated action)

- 'System' (for APl or SSMinitiated action)

- Date/time stamp of Interaction

- Subscription product name that was to be cancelled

- Subscription Order ID

Customer's subscription Account is scheduled
to be downgraded

- Unique ID

- Title of interaction = 'Subscription Downgrade Scheduled'

- User ID (for Agent initiated action)

- 'System' (for APl or SSM initiated action)

- Date/time stamp of Interaction

- Subscription product name that is to be downgraded ‘from'
- Subscription product name that is to be downgraded 'to’

- Scheduled downgrade date

- Subscription Order ID

Customer's subscription Account scheduled
downgrade is withdrawn

- Unique ID

- Title of interaction = 'Subscription Downgrade Withdrawn'
- User ID (for Agent initiated action)

- 'System' (for APl or SSM initiated action)

- Date/time stamp of Interaction

- Subscription product name that was to be downgraded

- Subscription Order ID

Customer's subscription is changed

- Unique ID
- Title of interaction = 'Subscription Changed'
- User ID (for Agent initiated action)
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- 'System' (for APl or SSM initiated action)
- Date/time stamp of Interaction

- Subscription product name ‘from'

- Subscription product name 'to'

- Subscription Order ID

Customer's subscription is renewed

- Unique ID

- Title of interaction = 'Subscription Renewed'
- User ID (for Agent initiated action)

- 'System' (for APl or SSMinitiated action)

- Date/time stamp of Interaction

- Subscription product name

- Subscription Order ID

- Discount name

- Discount occurrence

Customer's subscription is billed successfully

- Unique ID

- Title of interaction = 'Subscription Billing Success'
- User ID (for Agent initiated action)

- 'System' (for APl or SSM initiated action)

- Date/time stamp of Interaction

- Subscription product name

- Subscription Order ID

- Discount name

- Discount occurrence

Customer's subscription has failed billing

- Unique ID

- Title of interaction = 'Subscription Billing Success Failed'
- User ID (for Agent initiated action)

- 'System' (for APl or SSM initiated action)

- Date/time stamp of Interaction

- Subscription product name

- Subscription Order ID

- DIBS acquirer response code

- Klarna response Code

Customer purchases a new product

- Unique ID

- Title of interaction = 'New Purchase'

- User ID (for Agent initiated action)

- 'System' (for APl or SSM initiated action)
- Date/time stamp of Interaction

- Product name

- Product Order ID

- Discount name

- Total discount occurrences

New Customer is created

- Unique ID

- Title of interaction = 'New Customer Created'
- User ID (for Agent initiated action)

- 'System' (for APl or SSM initiated action)

- Date/time stamp of Interaction

New payment method is added to a Customer
account

- Unique ID

- Title of interaction = 'New Payment Method'

- User ID (for Agent initiated action)

- 'System' (for APl or SSM initiated action)

- Date/time stamp of Interaction

- Masked PAN/Klarna details

- Current active subscription product (if available)

Manual refund has been issued to a Customer

- Unique ID

- Title of interaction = 'Manual Refund Issued'
- User ID (for Agent initiated action)

- 'System' (for APl or SSMinitiated action)

- Date/time stamp of Interaction

- to which the refund was issued

- Refunded amount

- Subscription Order ID

Manual credit has been applied to a Customer
account

- Unique ID
- Title of interaction = 'Manual Credit Added'
- User ID (for Agent initiated action)
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- 'System' (for APl or SSM initiated action)
- Date/time stamp of Interaction

- Credit amount

- Account ID to which credit was applied

Manual charge has been applied to a
Customer account

- Unique ID

- Title of interaction = 'Manual Charge Added'
- User ID (for Agent initiated action)

- 'System' (for APl or SSM initiated action)

- Date/time stamp of Interaction

- Charge amount

- Account ID to which charge was applied

Customer's product entitlements have been
refreshed

- Unique ID

- Title of interaction = 'Entitlements Refreshed'
- User ID (for Agent initiated action)

- 'System' (for APl or SSMinitiated action)

- Date/time stamp of Interaction

- Subscription product name

- Subscription Order ID

Customer's account has been anonymised

- Unique ID

- Title of interaction = 'Customer Anonymised'
- User ID (for Agent initiated action)

- 'System' (for APl or SSMinitiated action)

- Date/time stamp of Interaction

Customer has been sent an email receipt

- Unique ID

- Title of interaction = 'Email sent'

- User ID (for Agent initiated action)

- 'System' (for APl or SSMinitiated action)
- Date/time stamp of Interaction

- Email (receipt) Subject

- Customer To: email address

Customer's subscription is scheduled to be
paused

- Unique ID

- Title of interaction = 'Pause Scheduled'

- User ID (for Agent initiated action)

- 'System' (for APl or SSM initiated action)

- Date/time stamp of Interaction

- Scheduled date on which Pause will take place
- Number of months Paused for

- Subscription product name that is to be paused
- Subscription Order ID

Customer's subscription is paused

- Unique ID

- Title of interaction = 'Pause Activated'

- User ID (for Agent initiated action)

- 'System' (for APl or SSMinitiated action)
- Date/time stamp of Interaction

- Number of months Paused for

- Subscription product name that is paused
- Subscription Order ID

Customer's scheduled paused subscription is
cancelled

- Unique ID

- Title of interaction = 'Scheduled Pause cancelled'
- User ID (for Agent initiated action)

- 'System' (for APl or SSM initiated action)

- Date/time stamp of Interaction

- Subscription product name that was paused

- Subscription Order ID

Customer's scheduled paused subscription is
ended early

- Unique ID

- Title of interaction = 'Pause Ended Early'

- User ID (for Agent initiated action)

- 'System' (for APl or SSMinitiated action)

- Date/time stamp of Interaction

- Subscription product name that was paused
- Subscription Order ID

Customer's scheduled paused subscription
has ended

- Unique ID

- Title of interaction = 'Pause Ended'

- User ID (for Agent initiated action)

- 'System' (for APl or SSM initiated action)
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- Date/time stamp of Interaction
- Subscription product name that was paused
- Subscription Order ID

Customer's subscription has failed billing
resubmission within the CCC

- Unique ID

- Title of interaction = 'Subscription Billing Resubmission Failed'
- User ID (for Agent initiated action)

- 'System' (for APl or SSM initiated action)

- Date/time stamp of Interaction

- Subscription product name

- Subscription Order ID

- DIBS acquirer response code

- Klarna response Code
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Enter the code
4. Select Search

W N R

Your search results will be displayed.

eve

Singula Decisions.

Avalid code

eve

Singula Decisions

Rofer a friend

Rofer a friend

From the Customers tab select 'Check code'
Ensure Refer a friend is selected

Products Marketing ~ Customers ~

Check cu

stomer code

v 8ESMJOkO

Products Marketing ~ Customers ~

Check customer code

v BESMJOk1

Sotry the refer a friend code BESM

1 is not valld. Please check and try again
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Aninvalid code

SINGLE USE PROMO CODE

From the Customers tab select Check code
Ensure Single use promo code is selected
Enter the code

4. Select Search

W N R

Your search results will be displayed.
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From the 'Customers' tab select 'Check code'
Ensure 'Refer a friend' is selected

Enter the code

4. Select 'Search!’

W N R

Your search results will be displayed.

eve

Singula Decisions Products Marketing ~ Customers ~

Check customer code

Rofer a friend v BESMJOkO

An example of a valid refer a friend code

eve

Singula Decisions. Products Marketing ~ Customers ~

Check customer code

Rofer a friend v BESMJOK1
=
Sorry the refer a friend code SESMIOK1 is not valkd. Please check and try again PEAA
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An example of an invalid refer a friend code

SINGLE USE PROMO CODE

1. From the 'Customers' tab select 'Check code
2. Ensure 'Single use promo code' is selected
3. Enterthe code
4. Select'Search'

Your search results will be displayed.

CUSTOMER REFUND

The process of providing a refund is done within the Customer Accounts section. The refund will go back to the payment

method used for the subscription or the purchase.

TO PROCESS A REFUND:

1. Click the View button in the top right corner of the Customer Accounts section:

3 CUSTOMER ACCOUNTS

Date

02-Dec-2019

Status

Value

VIEW

Credit £0.00

2. Click the Refund button against the payment in the Account statement

@) CUSTOMER ACCOUNT SUMMARY

CIRESET ALTERS

Account 1D Last Activity Account Type Status Balance Product Name Order 1D Actions
14794 J2-Dec-201% Service ' ACTIVE m Manthly Sparts Exra 01862 S| m|Y
[EIACCOUNT ID 14794: STATEMENT CREDIT BALANCE: £0.00
Date Description Status Charges Credits Balance
02-Dec-2019 Repeating Charge for £2-12-2019 10 01-12-2020 £5.99 £0.20
2-Dec-2019 Payment AUTHORISED £5.93 £(5.99) D Ratund
'O Refund

This will open the Refund Payment window
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REFUND PAYMENT x

Refund amount £5.99

Refund reason*

<«

3. Confirm the refund amount and select the refund reason
4. Click Confirm to action the refund

The Refund successful message will be displayed along with an entry in the Account statement for the refund:

@ ACCOUNT ID 14794: STATEMENT
Date Description Status Charges Credits Balance
03-Dec-2019 Refund Credit AUTHORISED £5.99 £0.00 '
03-Dec-2019 Refund Payment AUTHORISED £{5.99) £5.99
02-Dec-2018 ‘Rtpeazlng Charge for 02-12-2019 1o 01-12-2020 £599 EOAUO'
02-Dec-2019 . Payment REFUNDED £5.99 £(5.99)
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Customer devices and platforms

The Viewing card and devices box gives a quick glance of the customer’s viewing card number (VCN) and any devices

associated to their account.

You can check statuses of Viewing Cards and Devices as well as add and deactivate them.

To view more details of the customer’s viewing card and devices, click the View button at the top right of the box. This will

open the Manage viewing cards and platforms and devices page:

P VIEWING CARD AND DEVICES

Platform Type Status

The Devices and platforms table allows you to view, add and manage a customer’s device:

AGILE | 4009895 Dr Davis Nerbit

B MANAGE VIEWING CARD 203000104

Mr D Nerbit

Manage tha viewing card

Device ID Platform Type Identification Code

The Devices and platforms table displays the following information:

e DevicelD;

e Platform —E.g. iPad, Ridacard;

e Type;

e Identification code;

e  Status—Shows if the device is currently active or inactive;

e Actions —Select the appropriate button to validate or re-validate a device

CONFIDENTIAL © 2020 Singula Decisions Limited
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Add a Device

1. Click the + Add button at the top right of the table to add a device to the customer’s account.

This will display the Add device window:

4 ADD DEVICE x
Platform* Device type*
Nagra Cardless ¥ | | Set Top Box =

Identification code*

2. Complete the details:
e  Platform — Select the customer’s platform from the drop down e.g. iPad;
e Device type — When a platform is selected this field will be pre-populated with the related device type.
Alternatively, you can select another device type from the drop down if there are alternative options available;
e |dentification code — Enter the identification code of the device;
e Network device ID (this field will only appear depending on the platform selected)

Note: Fields marked with a * are mandatory.

3. Tovalidate a device, click the Chain button at the right of the table to open the Validate device window:
(& DEVICES AND PLATFORMS +ADD

Device ID Platform Type Identification Code Status Actions

4. Click Confirm to go ahead with the validation, otherwise click Cancel.
% VALIDATE DEVICE x

Are you sure you want to validate device 138527
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Customer Sky viewing card

If a customer has issues with their Sky viewing card or their viewing, you can complete viewing card related actions to

resolve the issue.

1. Click on View in the Viewing Card and Devices section:

» VIEWING CARD AND DEVICES

Platform

Type Status

VIEW

Start date

Click on Manage this viewing card:

AGILE | 4009912 Miss Sophie Jura

Manage viewing cards, platforms and devices

O MANAGE VIEWING CARD 203000153

Miss S Jura PIN Set-Top Box Number
Chiiy Caie AB11223312222118
Jl?::c;?;h o i PIN Password Card status
A
Manage this viewing card

Undelivered card count

Status description

YOU ARE HERE: Home > CRM > M

% Close

Number of kin

Credit limit
50.00

The following options are presented when you click the Manage this viewing card button:

Manage this viewing card
< Re-pair
= Replace
A Callback
13 Re-authorise
¢ First Authorisation
& Re-enable free-to-air
B4 Re-issue undelivered card
«ta Card/Set-top box relationship
& PIN and ratings
% Pay-per-view credit limits
$= EPG dial prefix
% Resend all bits
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A request can be sent to re-pair the viewing card with the customer’s set top box number.
Click on this option and the Re-pair window will show asking if you want to send a message to re-pair the card.

Click Confirm to go ahead otherwise click Cancel.

If a customer requires a replacement card we can arrange for one to be sent out.

1. Replace function — The function to be performed, select either ‘Replace’ to request a replacement or ‘Cancel’ to cancel
the original request;

Reason code — Select a reason for the replacement or cancellation of the card from the drop down;
Special delivery included — Select ‘Yes' for the replacement card to include special delivery otherwise select ‘No'.

2. Select Confirm to go ahead with the change.

Allows a message to be sent to the viewing card requesting the set top box to callback.

1. Select Confirm to go ahead otherwise click Cancel.

Allows you to send a message to re-authorise the viewing card.

1. Select Re-authorise
2. Select Confirm to go ahead otherwise click Cancel.

If a customer is using a viewing card for the first time, a first authorisation needs to be carried out to activate viewing.

1. Enter the following information in the First authorisation box:
e Version number — The viewing card version number;
e Serial number — The serial number on the viewing card.
2. Select Confirm to go ahead.

A user can use a Sky box without a subscription by viewing Free-To-Air (FTA) channels. If a customer loses viewing, we can
send a request to re-enable FTA channels.

1. Select Re-enable
2. Select Confirm’ to go procedd otherwise click Cancel.

A customer can request a viewing card to be reissued if a previous card was undelivered.

1. Select Re-issue undelivered card
2. Select Confirm’ to proceed otherwise click Cancel.

The relationship between the card and the customer’s set top box can be set

1. Select Card/set top box relationship
2. Enter the following details:



e Version number —The card version number;
e Serial number —The serial number on the card.
3. Select Confirm to proceed

Allows you to set pin and ratings for viewing card.

1. Select PIN and ratings

Enter the following details:

e PIN-The Personal Identification Number (PIN) for the customer’s viewing card e.g. 1234;

e Spend limit — Enter the customers spend limit. You cannot enter more than the predefined limit set by an

administrator;

e Password — Enter the password;

e Ratings —Select a rating to view certain content e.g. any content with a 15 and above rating will require a PIN.
3. Select Confirm to proceed

Allows you to enter a pay per view credit limit (you cannot enter an amount higher than the default amount set by an
administrator).

1. Select Pay-per-view credit limits
2. Enteranamount in the ‘Limit’ field e.g. 5o.00.
3. Select Confirm to proceed

Sky boxes can make a dial up internet connection to Sky’s servers via the telephone line, this is used to transfer information
about PPV purchases and ensure multi-room boxes are in the same household.

The EPG dial fix allows you to change the prefix that is dialled before the Electronic Programme Guide (EPG) callback
phone.

1. Select EPG dial prefix
2. Enterthe dial prefix number - maximum of 10 characters from “#"0123456789
3. Select Confirm to proceed

Request to resend personal settings to the card.

1. Select Resend all bits
2. Select Confirm to proceed
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Inbox messages

Inboxes are used to handle Cases. System Users can be assigned to Inboxes such as ‘Finance’, *Customer Service’ or
‘Technical’.

Cases can then be assigned to an Inbox where a User may take ownership and *handle’ the Case eg a Finance User might
take ownership of a Case in the Finance Inbox that had been raised where a Customer had complained about poor video
quality.

The Finance User could then handle the case by offering a refund or a credit and thereby close the Case and Inbox entry.

SENDING AN INBOX MESSAGE
Inbox messages are sent via a customer case note.

1. Select Assign at the bottom of a case note:

10684 Billing | B Open |
& PWAdmin O Tue 03-Dec-2019 10:29:21 i Created

®, Test

® Test

I Phone

# Normal

This will open the Assign a case window:
£ ASSIGN A CASE x
Action* Pr

Y
Select an action v Select a priority v

Due type* Due date*

Select the inbox B Select the due type E]

2. Complete the fields of the Assign a case window, as follows:
e Action— Any action to be taken as the result of this inbox message. Select an option from the drop-down list;
e Priority — The priority attached to this inbox message e.g. high;
e Inbox - Select an inbox from the drop down;
e Due type —When any action to be taken as the result of this inbox message is due;
e Due date — Select a date from the calendar for when the inbox is due to be resolved;
e Message — Enter the inbox message clearly outlining any action expected by the customer.

Fields marked with a * are mandatory.

3. Select Assign to send the inbox message.

CONFIDENTIAL | © 2020 Singula Decisions Limited 99



singula
decisions

Viewing Inbox messages

Providing you have access to view inboxes:

1. Goto the Search customers screen

2. Select View inbox

CI1 ENVIRONMENT | Search customers

Find your customers details and account information

SEARCH

Customer reference

Hrst name

Username

ALL INBOXES

Test Inbox

Inbox

Test

Caliback

Post 7 ZIP coce

Last name

YOU ARE HERE: Home > CRM

Viewing card number

Email

Telephone number

Search Clear
Due today Next three days Next seven days Not yet due
1 0 0 1 0
4 0 0 0 0
2 0 0 0 0
View inbox

The All Inboxes table shows up to date Inbox message statuses from all the Inboxes you have access to. This includes the
status on when they are due to be actioned and if they're overdue. This will open the Inboxing page:

BONNIER i Inboxlng YOU ARE HERE: Home > CRM > Inboxng
Maintain inboxed items & Manage Inbox users R W]
[ MAINTAIN INBOX MESSAGES
Filter inbox Filter priority Filter actian Filter impartance Filter owner Filter box type
Al 4 [0 slal s A Al Inbax :
Inbox name Action id Priority importance Owned by Action Reference Type Date due Actions
Custeener Service 100118 HIGH INFORMATION CASE 10121 Why have been cancelles? Before | 29-Muy-2013 ilamxrale
Custormer Service 100122 HIGH INFORMATION CASE 10125 Payment Card Enguiry Before | 12Jun2019 ila x ~» Ble
Custormer Service 10013 Low E REFUND CASE 10261 new case Before | 24jun2018 ilalmlx male
Customer Service 100128 HIGH m CLAIM .o\sz 10208 Mandatory Before | 25Jun2019 ilam xrale
Customer Service 100130 HIGH m CLAIM CASE 10260 Drpd zero test 1 15-Aug 2019 ila x » 2o
Custorner Service 100140 HIGH m clloydBBR REFUND CASE 10482 Sort Billing Before | 09-0ct-2019 ile x » 2le
Customer Service 100146 HIGH m clloydBBR INFORMATION CASE 10582 Payment Card Enquiry Before | 13.Nov2018 ila x r 2le
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Note: You will only be able to see the ‘All inboxes’ table if you are assigned to view inboxes.
Above the Maintain inbox messages table there are filters allowing you to search for specific inbox information.

You can search for an inbox by name, priority, action, importance or owner, select a filter from one of the drop downs to
automatically display the related inbox information.
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Inbox actions

Inboxes are used to handle Cases. System Users can be assigned to Inboxes such as ‘Finance’, ‘Customer Service’ or
v H I
Technical'.

Cases can then be assigned to an Inbox where a User may take ownership and *handle’ the Case eg a Finance User might
take ownership of a Case in the Finance Inbox that had been raised where a Customer had complained about poor video
quality.

The Finance User could then handle the case by offering a refund or a credit and thereby close the Case and Inbox entry.

There are several inbox actions that can be carried out, these are explained below:

Actions

ila|@ x| B O

SHOW INBOX MESSAGE

To view the message associated to an inbox click the I button in the Actions section. This will reveal a box below the inbox
containing the message:

Inbox name Action id Priority Importance Owned by Action Reference Typ
Customer Service 100124 HIGH [ Overdue | CLAIM CASE 10161 Cancel Befor

& dloydBBR 0@ 29-May-2019: Cancel

TAKE OWNERSHIP OF AN INBOX

If the recipient of an inbox message has the knowledge and authority to deal with actions regarding an inbox message
he/she can take ownership of the message and take the appropriate action.

To take ownership of an inbox, click the ‘Lock’ button in the Actions section. Your name will appear in the ‘*Owned by’ field
of the ‘Maintain inbox messages’ table confirming you've taken ownership of that inbox and a success message will appear
confirming you own that inbox.

Inbox name Action id Priority Importance Owned by A

Customer Service 100124 HIGH m PWAdmin CLAIM

MARKING INBOX MESSAGES AS COMPLETE

When an inbox has been dealt with by the relevant people you can mark it complete by clicking the ‘tick’ button in the
Actions section.

The inbox will now be removed from the ‘Maintain inbox messages’ table along with a success message at the top
confirming the action.

ob Success! 100124 is now marked as complete
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CANCELLING INBOX MESSAGES
If an inbox needs to be cancelled click the ‘cross’ button in the Actions section.

The inbox will now be removed from the ‘Maintain inbox messages’ table and a success message will appear confirming the
inbox has been cancelled.

o Success! 100119 is now cancelled

FORWARDING INBOX MESSAGES

If the recipient of an inbox message is unable to deal with a message for any reason, they can forward it to another inbox to
be handled by someone else.

To forward an inbox message click the ‘forward arrow’ button in the Actions section.

The ‘Forward inbox message’ window will be displayed:
5 FORWARD INBOX MESSAGE x
Inbox* Due type* Due date*

[=] =] =

Message

Fill in the following fields:

Inbox — Select another inbox to send the message to;

Due type —

Due date - Click on this field to reveal a calendar to select the due date from;
Message — Provide more detail about the inbox.

Fields marked with a * are mandatory.

Click ‘*Forward’ to go ahead, otherwise click ‘Cancel’. The inbox message will now be sent to another recipient.

VIEWING A CASE RELATED TO AN INBOX

To view the case note associated to the inbox click the ‘Note’ button and this will open the ‘Maintain case’ pop up window:
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£ MAINTAIN CASE x

100490 Tech Support No Sound | & OPEN |

& OMon 16-jan-2017 11:47:28

Subject
No sound on the TV

Description

No sound on the TV for forward inbox message

Case notes

Add note Open customer Close

This will provide more insight into the inbox message. You can gather more information by opening the customer record,
the ‘Open customer’ button will do this.

You can also add a note to the case by clicking the *Add note’ button.

If any additional actions were carried out, click the ‘Close and save’ button otherwise click ‘Close’.
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Customer access PIN

This functionality allows you to generate an Access PIN to give Non-DSAT Customers access to streaming services.

For a customer to register and access their product or service through a streaming service they will need to complete an
online form which requires their Access PIN.

This Access PIN is unique to their Purchase or Subscription and they may get in touch to find out their Access PIN.

You can use Singula Subscriber Management to view their Access PIN and provide them with it or generate an Access PIN
for them if one hasn't been generated before.

1. Select CRM
2. Select Generate Access PIN:

Advanced search
Generate Access Pin

Launch eAgent

3. Search for the customer using their CSN

Customer PIN

Check or generate customer access PIN

4. The customer's details will populate, if an Access PIN has already been generated it will appear here:
5.

Customer PIN

Check or generate customer access PIN

SN 108439 n

Mr Chris Lloyd
username: clloyd1@tv4dev.com

0205

If an Access PIN is not visible, there will be a button to click called 'Generate PIN', simply click this and a PIN will populate:
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Customer PIN

Check or generate customer access PIN

o s B

min. 3 numbers

Mr Chris Lloyd
username: clloyd1@tv4dev.com

Generate PIN
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INSIGHTS
Insight dashboard

The Insight Dashboard gives you a quick, real-time view of customer subscription movements, reinstatements,
cancellations, enablements, one-off purchases and cases.

1. Select Insight in the main menu.

LR
singula decisions & GregHerd ©
Orange Vision | Insight :

MREVIEW

MREVEW AY'S CANCELLATION MREVIEW

MREVIEW

N [

SUBSCRIBER
MOVEMENTS

ONE-OFF PURCHASES

MREVEW : R HOUR MREVIEW

FINANCIAL
TRANSACTIONS

o Q

REFERRALS API MONITORING

What can | see and do?

e Hovering your cursor over the graph line reveals statistics for that time period
e Comparisons of the day against the same day, last week

e Access detailed real-time reports

e Access asecure download area

SUBSCRIPTION MOVEMENTS

1. Select Insight in the main menu.
2. Select Review within the Today’s subscriptions widget. You can also access subscription movements from Today’s
Reinstatements and Today’s Cancellations widgets

What can | see and do?

e The real-time subscription movement report details customer additions, reinstatements and cancellations. Beginning at
midnight, the report is updated every time you click Refresh details

e Additions/Reinstatements shows the number of customers that have joined (addition) or returned (reinstated) for that
day and when it happened. Hovering your cursor over the bar graphs allows you to see the statistics

e Pending Cancellations reveals the number of scheduled cancellations (when customer chooses to cancel) for that day
and when that happened
A view showing 24-hours of activity

e Analyse your data further by downloading a detailed report in the either Excel or CSV. Select Export Details

e  Filter views by toggling items within the legend
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singula decisions & GregHerd ©

Orange Vision | Real time insight

Number of activations
Number of pending cancedations =

Hour Hour

Movement Type Product Count

ENABLEMENTS

1. Select Insight in the main menu.
2. Select Review within the Enablements widget

What can | see and do?

e Thereal-time enablement report details the number of viewing enablements sent by the subscriber management
platform.

e Enablements are segmented into Additions and Reinstatements detailing the number of new enablements or

enablements because of a customer returning. Hovering your cursor over the bar graphs allows you to see the statistics

e Aview showing 24-hours of activity
e Analyse your data further by downloading a detailed report in the either Excel or CSV. Select Export Details
e Filter views by toggling items within the legend
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singula decisions

Orange Vision | One-off purchase insight

Number of enablements

Product

ONE-OFF PURCHASES

1. Select Insight in the main menu.

2. Select Review within the One-off purchase widget

What can | see and do?

non
Hour

PPV

Buys

orT

Sky CA

e The real-time enablement report details the number of successful one-off purchases
e One-off purchase are segmented into the type of product for example pay per view, conditional access and access pass
e Aview showing 24-hours of activity
e  Analyse your data further by downloading a detailed report in the either Excel or CSV. Select Export Details

e  Filter views by toggling items within the legend
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singula decisions

CASES

Orange Vision | One-off purchase insight

Number of enablements
ys

non
Hour

Product PPV orT Sky CA

1. Select Insight in the main menu.
2. Select Review within the Cases widget

What can | see and do?

e  Thereal-time case report details the number of new cases

e Cases are segmented by type for example this could be a techical issue or a billing enquiry

e Aview showing 24-hours of activity

e Analyse your data further by downloading a detailed report in the either Excel or CSV. Select Export Details
e  Filter views by toggling items within the legend

CONFIDENTIAL

© 2020 Singula Decisions Limited

& GregHerd ©

Total

< Refresh detalls & Export detals

110



singula
decisions

singula decisions

Orange Vision | Real time cases

& GregHerd ©

16-Sep-2021

T Refresh detalls & Export detals

No data to display

Case Type Subtype Total
Tota
F P
HISTORICAL REPORTS
LR
singula decisions & GregHerd ©
Orange Vision | Insight L e
M REVIEW ODAY INSTATEMENT MREAEW TODAY'S CANCELLATION: MREVIEW
0 0 0
¢ MREVIEW AY'S ON g ! ASE MREVIEW T A R HOUR MREVIEW
0 0 0

N

SUBSCRIBER
MOVEMENTS

o Q

ONE-OFF PURCHASES FINANCIAL REFERRALS API MONITORING
TRANSACTIONS

Each report reveals a detailed view along with the ability to download data for further analysis. You can filter the view by

toggling items within the legend
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Orange Vision | Subscriber movements
& Export detals
i BER M
L] @
Jbscribe OV ents: 15
Movement Type Mon Tue Wed Thu Fri sat sun Week Month Inception
13-Sep-2021 14-Sep-2021 15-Sep-2021 16-Sep-2021 17-5ep-2021 18-Sep-2021 19-Sep-2021

DOWNLOAD AREA

1. Select Downloads

2. You will be required to login. You should have a seperate set of login credentials.

3. Select Downloads on the menu bar

4. Select the report you wish to download. They are organised so you can easily identify the required report.

Dashboard Registrations Transactions Subscriptions Downloads User Details Log Out

1.Daily Reports

2.Weekly Reports
3.Monthly Reports
4 .Annual Reports
S5.Adhoc Reports
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CONFIGURATION

Users

ADDING A NEW USER

1. Select Configuration

2. Select Users and Groups

3. Select + Create new user

4. Enter the User details including their Full name, Username and Email. A mobile telephone number is optional.
User details

Username - is case sensitive and can be up to 20 characters long, alphanumerical and the following special characters are
also allowed: ! £—_. * (). The user name will be used to log in along with the password.

Email address - this will be the email that any password resets or user profile changes will be sent to.

singula decisions & GregHerd ©

Create new user Home >
Cancel Add user

Users and Groups

5. Tick the Active box or you can choose to leave 'Inactive'
6. Select the Role you want to assign to the user. See roles
7. Select Add User

If successful, a message will be displayed confirming the user has been created. The user will receive an email with an uniq
URL which allows them to create their secure password.

Passwords

Passwords must contain a minimum of 8 characters, including 1 uppercase letter, 1 lowercase letter and 1 number. Special
characters should not be used.
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RESETTING A USER PASSWORD

Select Configuration

Select Users and Groups

Search for the user using their username

Select the ‘Pen’ icon against the user

Confirm the email address is correct. This is where the reset password email will be sent.
Select Reset Password

RGOS

RESET PASSWORD

The user will receive an email containing a URL which allows them to change their password.

DEACTIVATING A USER

Select 'Configuration'

Select 'Users and Groups'

Search for the user using their username
Select the 'Pen'icon against the user
Remove the tick from the 'Active' checkbox
Select 'Update user'

Active @

ou P W R

ACTIVATING A USER

Select 'Configuration'

Select 'Users and Groups'

Search for the user using their username
Select the 'Pen'icon against the user
Tick the 'Active' checkbox

Select 'Update user'

J Active @

ovpw N e

MANAGING ROLES AND PERMISSIONS

1. Select 'Configuration'
2. Select'Users and Groups'
3. Search for the user using their username
4. Selectthe 'Pen'icon against the user
5. Choose the correct user role. See Roles and permissions to see access levels
6. Select **'Update user'**
ROLES
@ System Administrator D Call Centre Supervisor D Call Centre Agent
CONFIDENTIAL | © 2020 Singula Decisions Limited
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ADDING A BETA USER

Select 'Configuration'

Select 'Users and Groups'

Search for the user using their username
Select the 'Pen'icon against the user
Tick the 'BETA user' checkbox

Select 'Update user'

RGOS

Beta User
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Roles and permissions

Roles allow you to restrict access to your subscriber management system

There are 5 user roles to choose from, each have different levels of permissions.

ADMINISTRATOR AD'\(/I,\I:\(I)SJEQ;FOR Cg:;\?ll\éER SALES AGENT FINANCE MARKETING
Services ° °
Marketing o ° °
- | ® © o0 ©
Finance ° ° °
- | @ © o ©
Configuration ° °
- @ © ©  © | 0 ©
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Manage user roles
1. Select Configuration
2. Select Users and Groups
3. Search for the User using their username
4. Selectthe ‘pen’icon against the user
5. Make your changes to the role/permissions and active status
6. Select Update User to confirm the changes
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Cases

Case management allows you to create and manage your Case types, Contact methods, Priorities, Closure reasons and

Tags. These are used when leaving a case note or interaction in a customer’s account.

These options allow you to categorise the customer interactions, which you can use for Case inboxing and prioritisation as
well as reporting.

To view and setup Case Management:

1.
2.

Click Configuration
Click Case Management

Premier Sports Residential

Win by making each and
every customer moment
amazing...

was bullt 'on the job’ far the job. Developed
to support the real-life needs of over 100 pay-TV clients,
has been built with insight and experience,

The Manage Case option screen will appear:

This will display any existing Case Types in a table

There are options along the top for:

Manage Contact Methods
Manage Priorities
Manage Closure Reasons
Manage Case Tags
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REMIER SPORTS RESIDENTIAL | Manage Case Options YOUARERERE:Homa .2 Manage CaseTypes

Case Types + Add case type

Case Type Status Creation Date Modified Date Actions

# Customer Service « Active 27-Nov-2019 27-Nov-2019 ® x|+

# Sales ot 29-Nov-2019 29-Nov-2019 ® v +
This will display any existing Case Types in a table
There are options along the top for:
¢ Manage Contact Methods

Manage Priorities

e Manage Closure Reasons
e Manage Case Tags
CREATE AND MANAGE CASE TYPES
Creating Case types allows you to categorise the reason a customer has been in contact with you
An example could be Sales, General Enquiry, Billing etc.
To create a Case Type:
1. Click + Add Case Type on top right corner

PREMIER SPORTS RESIDENTIAL | Manage Case Options YOUAREHERE: Nome. & Maage CASETypex

Case Types + A0 case type
Case Type Status Creation Date Modified Date Actlons
+ Customer Service v Active 27-Nov-2019 27New-2019 £ x <+
+ sales Inactive 79 Novw-2013 29-New-2019 2 v |+

2. A Manage Case Type window will appear, enter the Case Type Name and select the Active status for the Case type
3. Click Confirm to save

(# MANAGE CASE TYPE x

Enter the case type information

Name*

Active

A Success confirmation message will appear on the screen

The Case Type you've created will appear in the Case Types table:
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b Success! New case type has been added

Case Types + Add case type
Case Type Status Creation Date Modified Date Actions
# | Customer Service 21-Now-2019 27-Nov-2019 z x|+
T | Remention 29-Nov-2019 29-Nov-2019 Z x|+
®|sales 29-Nov-2013 29-Nov-2019 Z v +
To edit the Case type click the ‘pen’icon
(£ MANAGE CASE TYPE 3

Enter the case type mformation
Name* Custorner Service

Active a

To deactivate the Case type click the ‘cross’ icon

(# MANAGE CASE TYPE STATUS *

Are you sure you want to make Customer Service Inactive?

To add a sub type to the Case type click the ‘+'icon

(£ MANAGE CASE TYPE x

Enter the case type information

Name*

Active ]

Confirm
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ADD A CASE SUB TYPE TO A CASE TYPE

Adding a Case Sub Type allows you to further categorise the reason why a customer has contacted you

To setup a Case Sub Type:
1. Click the '+ icon’ on the Case Type in the Case types table

Case Types 4+ Add case type
Case Type Status Creatlon Date Modified Date Actlons
+ Customer Service 27-Nov:2019 27-Now-2018 7 x +
+ Retention 29-Noy-2019 29-Nov-201% Z|x|+
T Sales  Inactive 29-Nov-2019 29-Nov-200% | it
(& MANAGE CASE TYPE x

Enter the case type information

Name* Cancel

Active

2. Enter a name for the Sub Type
3. Choose the Active status
4. Click Confirm to save

A confirmation message will appear on the Case Management screen

VIEW THE CASE SUB TYPE ASSOCIATED WITH A CASE TYPE
To view the Case Sub type associated with a Case type:

1. Inthe Case Types field, click the '+’ button on the left side of the Case Type to expand the field and populate the Case
Sub Type table

Case Types + Add case type
Case Type Status Creation Date Modifled Date Actlons
+ Customer Service [ v Active | 27-Now-2018 27-Nov-2019 7 x +
+ | Retention 29.N0v-2019 29-Noy-2019 Z| x|+
X sales » Inactiye 29-Non-2019 29-Noy-2019 Z| v +

2. Hereyou can see the:
e Case Sub Type Name
e Status
e (Creation date
e Modified date
e Actions; options to edit or deactivate
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Case Types + Acd case fypa
Case Type Status Creatlon Date Modifled Date Actlons
+ Customer Sarnice + Active 27-Naw-2019 27-Nav-2019 2| x|+
= Retentian + Active 25.Now-2019 29-Nov-2019 7 x +
Case Subtype Status Creation Date Modified Date Actions
Cancel 23-Nov-2019 29-Nov-2019 & x
X Sales 23-Nov-2019 29-Nov-2019 Z v +

MANAGE CLOSURE REASONS

You can create or edit your case closure reasons — this will be the outcome to the customer interaction e.g. What was done
to resolve the query/issue.

To create or edit a Closure Reason:
1. Click the Manage Closure Reasons button:

YOU ARE HERE: Home > Manage Case Types

PREMIER SPORTS RESIDENTIAL | Manage Case Options
Manage your case types, contact methads, priorities. closure reasons and rags  [ERSIEIARS RPN USRS e LS Manage Case Tags

Case Priorities + Add priority
Case Priority Status Default Ranking Creation Date Modified Date Actions
Normal v Active 10000 27-Nov-2019 27-Nov-2019 Z %
Urgent « Active 10001 27-Noy-2019 27-Nov-2019 & x

2. The Manage Case Closure Reasons section will appear:

Any existing Closure Reasons will appear in the table. These can be edited or activated/deactivated using the icons on
the right of the table

PREMIER SPORTS RESIDENTIAL | Manage Case Options R 2l L e (SR NG
Manage your case types, contact methods, priorities, dosure reasons and tags Manage Contact hMethods Manage Case Tags

Case Closure Reasons + Add closure reason

Case Closure Reason Status Creation Date Modified Date Actions
Resolved « Actlve 27-Nov-2019 27-Nov-2019 ® x
Email | % Inactive | 27-Nov-2019 27-Nov-2019 s v

3. Click + Add Closure Reason button. The Manage Closure Reason window will appear:

(# MANAGE CLOSURE REASON x

Enter the case closure reason information

Name*

Active
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4. Enter aname for the Closure Reason
5. Choose the Active status
6. Click Confirm to save

A confirmation message will appear on the Case Management screen

MANAGE CASE PRIORITIES

You can create or edit your case priorities. This will allow you to make cases with different levels of priorities allowing you to
filter and action them in an order to suit your business processes.

To create or edit Case Priorities:

1. Click the Manage Priorities button:

PREMIER SPORTS RESIDENTIAL | Manage Case Options YOUSREHEFE Hofre:> SRR Cass Tines
Manage your case types, contact methods, priorities, closure reasons and tags Manage Case Types | Manage Contact Methods Manage Case Tags
Case Closure Reasons + Add closure reason
Case Closure Reason Status Creation Date Modified Date Actions
Resolved [ v Active | 27-Nov-7019 77-Nov-2019 7 x
Email 27-Now-2019 27-Nov-2018 £ v

2. The Manage Priorities Reasons section will appear:

Any existing Priorities will appear in the table. These can be edited or activated/deactivated using the icons on the right
of the table

PREMIER SPORTS RESIDENTIAL | Manage Case Options LU ARE LR O N ARE L350 1P
Manage your case types, contact methods, priorities, closure reasons and tags
Case Priorities + Add prarity
Case Priority Status Default Ranking Creation Date Modified Date Actions
Normal | v Default | 10000 27-Nov-2019 27-Nov-2019 # x
Urgent « Active 1000 27-Nov-2019 27-Nov-2019 # x

3. Click + Add priority button. The Manage Priority window will appear:

(¢ MANAGE PRIORITY x

Enter the case priority information

Name*

Active
Ranking* 10002
Default

Enter a name for the Priority

Choose the Active status

Choose the ranking status against other priorities
Choose whether it is the default option in the form
Click Confirm to save

©N v &
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A confirmation message will appear on the Case Management screen

MANAGE CONTACT METHODS

You can create or edit your case contact methods. This allows you to get insight on how a customer has been in contact with
you and can help with future insight and marketing campaigns.

To create or edit Contact Methods:

1. Click the Manage Contact Methods button:

PREMIER SPORTS RESIDENTIAL | Manage Case Options bt onhicpmc ot el L
Case Types 4 Add case type
Case Type Status Creation Date Modified Date Actlons
=l Custorner Service [ v Active | 27-Nov-2019 27-Non-2013 7 x +
El Retenton 29-Nov-2015 29.Non- 2015 F % +
Sales 29-Nov-201% 29-Nov-2013 Ziv |+

2. The Manage Contact Methods section will appear:

Any existing Contact Methods will appear in the table. These can be edited or activated/deactivated using the icons on
the right of the table

PREMIER SPORTS RESIDENTIAL | Manage Case Options YCUZAE HERESHAmE? NSOApECHSE dypes
Manage your case types, contact rnethods, prionibes, closure reasons and tags
Case Contact Methods + Add contact method

Case Contact Method Creation Date Modified Date Actions
Emall 27-Nov-2019 27-Noy-2019 Z
Teiephane 27-Nov-2019 27-Nov-2019 r
Whitemail 27-Nov-2019 27-Nov-2019 g

3. Click + Add Contact Method button. The Manage Contact Method window will appear:

(£ MANAGE CONTACT METHOD x

Enter the case contact method information

Name* Social Media

4. Enter aname for the Contact Method
5. Click Confirm to save

A confirmation message will appear on the Case Management screen
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1. From the user menu select 'Settings'
Select 'Cases'
Select 'Case Types'
Any existing case types will be displayed.

Case types can be filtered by status either active or disabled.

eve

Singula Decisions Products %) Marketing « Customers ~ o) v

Settings

Name Sub-types Created Availaility Moditied
() Active

() Omabled

Reset

From the user menu select 'Settings'
Select 'Cases'

Select 'Case Types'

Select 'New case type'

S WP

Case type information

5. Enter Case type name
6. Enter Case description

Case sub-types
7. Add any case sub-types. These are useful for categorising your cases and managing your workflows.
Case type availability

8. Choose to disable your case type for use later



Singula Decisions Products Marketing ~ Customers ~ o) v

Settings

NAME CREATED MODIFIED DISABLED

Cancel

1. From the user menu select Settings
2. Select Cases

3. Select Case Types

4. Select View

5. You can now update the case type, manage case sub-types, enable or disable and delete case types.
6. Select Save to save any changes.

1. From the user menu select Settings
2. Select Cases

3. Select Case Types

4. Select View

5. You can now manage case sub-types
6. Select Save to save any changes.

1. From the user menu select 'Settings'
2. Select'Cases'

3. Select'Case Tags'

4. Any existing case tags will be displayed.

You can use the filters to view active and/or disabled case tags



Singula Decisions Products %) Marketing ~ Customers ~

Settings

Case tag options
OX
) Active

() Oisabled

Reset

Nare Created

From the user menu select 'Settings'

Select 'Cases'

Select 'Case Tags'

Enter your new case tag

Select + to add your tag. Your new tag will appear at the top of the list.

vpwoN e

From the user menu select Settings

Select Cases

Select Case closure reasons

4. Any existing case closure reasons will be displayed.

W N B

You can use the filters to view active and/or disabled case closure reasons



Singula Decisions Products Marketing ~ Customers ~ )

Settings

Closure reason options
oL

O Active

() Dissbied

Reset Name. Created Modified Oisabled

E001309

RESOLVED
17 2 2019

i

clioyd

Pustomer fenices 25 Mar 2021 25 Mar 2021

From the user menu select Settings

Select Cases

Select Case closure reasons

Enter your new case closure reason

Select + to add your case closure reason. Your new case closure reason will appear at the top of the list.

oW e

From the user menu select Settings

Select Cases

Select Case contact methods

4. Any existing case contact methods will be displayed.

W N B

You can use the filters to view active and/or disabled case contact methods



Singula Decisions Products Marketing ~ Customers ~

Settings

Case contact options.
oL
O Active *
() Disstied
SR Name Created Modified Disabled
el E015268 015268
g 21 Jul 2020 21 Jul 2021
Fecablog croast 015268 s
Soetion 29 Aug 2009 14 Jul 2021 -
Wheten clioyd sopd I
Whotsapp 09 3l 2021 09 Jul 2021 »
" £007041 £007041 "
dd 09 Jul 2021 09 Jul 2021 >
prde . E007041 E007041
-t 09 Jul 2021 09 Jul 2021

From the user menu select Settings

Select Cases

Select Case contact method

Enter your new case contact method

Select + to add your case contact method. Your new case contact method will appear at the top of the list.
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Marketing consents

Capturing Marketing consents not only is a key part of Data Protection but also allows you to share a customer’s details with
parties that may be of interest to the customer.

The consent would be captured at first contact with the customer and can then be used for data insight and marketing
campaigns.

To create a new Marketing consent:

1. Click Configuration

2. Click CRM Settings

& Abdul Hassan @

Racing UK

Hassa

Win by making each and
every customer moment
amazing...

was built "'on the job' for the job. Developed
to suppart the real-life needs of aver 100 pay-TV clients.
has been built with insight and experience.

The CRM Settings will open in a new browser window screen will appear:
This will show:

e Marketing Consents; both existing ones and option to add a new consent
e Contact Preferences; both existing ones and option to add a preference

CONFIDENTIAL | © 2020 Singula Decisions Limited 130



singula
decisions

MARKETING CONSENTS

Managewhxcﬁ consents are offerad w customers

E'W CONSENT

Name Description

Company name Description Type Required? Staws
Ladbenkes I wish ta receive margeting [rom Ladbrokes Marketing No :" Active | MANAGE
Cther I wish to receive additonal consents (placeholder) Marketing No " Actve ) MANAGE
Betbright | wish to receive mar«eting from Betright Marketing o “ Active ¢ MANAGE
Batway | wish to receive mar<eting from Betway Marketing ) Aclive 'j MANAGE
Caral 1 wish ta receive margeting from Coral Marketing nNO . Active "'.c MANAGE
Skyhet L wish ta receive margeting fram SkyBet Markering NO ( 3 Active -':. MANAGE
3. Click '+ Add new consent’ button on the top right corner
MARKETING CONSENTS HARO NN
Manage which consents are offered to customers
Company name Description Type Required? Status
Ladorokes 1'wish to receive marketing from Ladbrokes Marketing No Active ',v MANAGE
The following fields will then be displayed:
MARKETING CONSENTS RiEe e
Manage which consents are offered to customers
Company name Description Type Required? Status

4. Complete each of the fields;

Company Name
Description
Type; choose either Marketing or Processing

Required; choose to make it a requirement to consent

Status; choose make the status active
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5. Click‘Save’ to confirm the new consent. The new marketing consent will appear in the list of existing consents and can
be managed just like any existing consent

MANAGE AN EXISTING MARKETING CONSENT

1. Click 'Manage’ on the right of the consent you want to manage

MARKETING CONSENTS

Manage which consents are offered to customers

Company name Description Type Required? Status

Ladbrokes I 'wish to recerve marketing from Ladbrokes Marketing No Active “j; MANAGE

The following fields will then be displayed:

MARKETING CONSENTS

Manage which consents are offered to custorners

Company name Description Type Required? Status

Ladbrokes I 'wish to receive mar«eting from Ladbrokes Marketing 3| Yes Active SAVE CANCEL

2. Complete any updates to the consent as required and click ‘Save’

Note: In this section you can change the description of the consent, the type, required status and change the active
status.
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Refer a friend

Allows an existing customer to supply a code to a friend to then use to sign up to a product or service at a promotional
rate/discount.

When a customer uses a refer a friend code, we can check if it is valid and available and when it is entered during a sales
subscription, it will be validated and any promotion/discount will be applied at checkout to the subscription.

The refer a friend rules and eligibility are managed within Singula® Subscriber Management.

WHAT IS REFER A FRIEND?

Allows an existing customer to supply a code to a friend to then gain a discount to a product or service. When a customer
uses a refer a friend code, we can check it is valid and available and apply any promotion/discount at checkout.

WHAT RULES CAN | MANAGE?

e  Setthe status of the customer’s Refer a Friend based on a period of consecutive months where the subscription is
Active

e Setthe period of months before a customer can purchase a new Subscription using a Refer a Friend code

e Setthe rules for new and existing customers who can use a Refer a Friend code

e Manually activate a Refer a Friend code outside of the automated rules

e Connect Refer a Friend codes to one or more offers (See Discounts section)

Set the period of months where a subscription has to be active before the customer can give out a Refer a Friend code:

1. Click‘Configuration’
2. Click'System Options'

The Settings page will now appear

TV4 C More | settings

3. Click the ‘Expand’ icon on Refer a Friend:

4. Choose the number of months of successful billing periods required before the customer can give out a Refer a Friend
code
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Refer a friend offers available to 'Receivers':

New customer - a customer with a registered account who has never purchased a subscription before.

Existing customer - a customer with a registered account who has bought a subscription before.

18 month(s) before they can purchase a new Subscription using a refer a friend code.

Activates 'Giver' customers refer a friend code after:

| 3 = month(s) successful subsequent billings periods.

Save

5. Click‘Save’ to confirm the changes

A success message will appear at the top of the screen:

b Successfully updated your Refer a friend settings

Set the period of months before a customer can purchase a new subscription using a Refer a Friend code:

Click *Configuration’
Click 'System Options'

The Settings page will now appear

3. Click the ‘Expand’ icon on Refer a Friend
Choose the number of months before a customer can purchase a new subscription using a Refer a Friend code
5. Click‘Save’ to confirm the changes

Refer a friend offers available to 'Receivers':

+

New customer - a customer with a registered account who has never purchased a subscription before.

Existing customer - a customer with a registered account who has bought a subscription before.

18 month(s) before they can purchase a new Subscription using a refer a friend code.

Activates 'Giver' customers refer a friend code after:

| 3 > | month(s) successful subsequent billings periods.

Save

Set the rules for new and existing customers who can purchase a subscription using a Refer a Friend code:

Click ‘*Configuration’
Click 'System Options'
The Settings page will now appear
3. Click the ‘Expand’ icon on Refer a Friend

Choose the rules for New customer and Existing customer and ‘tick’ the rules that you want applied
5. Click‘Save’ to confirm the changes

+
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Refer a friend offers available to 'Receivers":

New customer - a customer with a registered account who has never purchased a subscription before.

[ Existing customer - a customer with a registered account who has bought a subscription before.

18 month(s) before they can purchase a new Subscription using a refer a friend code.

Activates 'Giver' customers refer a friend code after:

3 month(s) successful subsequent billings periods.

Save

Manually activate a Refer a Friend code outside of the automated rules:

1. Click‘\CRM’
2. Search for the customer’s account
3. Onceinthe customer’s account, click ‘Manage’ within the Customer Details section:

& CUSTOMER DETAILS EDIT

Customer ID
478bc599-cf33-4684-b998-63c877a03970

- Forename Test Vimond ID
Test125@paywizard.com

Home address Refer a friend code
Address Line 1 i0j2bpWC "% Inact
Postcode

Sweden Manage
000000000000

Note: If the code is manually changed then the automated rules will not revert setting later.

For example:
If you manually make the code active and the parameters are changed later meaning the code should be made inactive, it
will not be made inactive.

4. Click the checkbox for ‘Active’ and click ‘Save’

REFER A FRIEND CODE x

i0j2bpWC

Active T Inactive

A Success confirmation message will appear and the Refer a friend code status will show as 'Active’ in the Customer Details
section:
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o Success! Refer a friend code status successfully set

& CUSTOMER DETAILS EDIT

Customer ID
478bc599-cf33-4684-b998-63c877a03970

- Forename Test Vimond ID
Test125@paywizard.com

Home address Refer a friend code
Address Line 1 i0j2bpwWC
Postcode
Sweden Manage
000000000000
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Contact preferences

Capturing Contact preferences is crucial for any business as you want to make sure you can engage with your customer’s
effectively and importantly with the method they have agreed to.

This would be captured at first contact with the customer and can then be used for effective customer engagement for both
service and sales related contact.

To create a new Contact preference:

1. Click Configuration

2. Click CRM Settings

& Abdul Hassan ©

Racing UK

Hassa

Win by making each and
every customer moment
amazing...

was built 'on the job' for the job. Developed
to support the real-life needs of aver 100 pay-TV clients.
has been built with insight and experience.

The CRM Settings will open in a new browser window screen will appear:
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MARKETING CONSENTS

Manage which consents are offered 1o customers

Company name Description

Ladbrokas | wish ta receive mar<eting from Ladbrokes
Other Lwish ta receive adaitonal consents (placehnlden)
Betbright I wish Lo receive marceting from Bebright
Betway | wish to receive mar<eting from Bewway

Coral | wish to receive mar<eting from Coral

Skyhet Lwish ta receive marceting fram SkyBet

This will show:

Type

Marketing

Markering

Markeling

Marketing

Marketing

Marketing

Marketing Consents; both existing ones and option to add a new consent
Contact Preferences; both existing ones and option to add a preference

Required?

No

3. Click'+ Add Contact Preference’ button on the top right corner of Contact Preferences

CONTACT PREFERENCES

Manage which contact methods you offer to customers

Method Description
Email Consent ta receiving email
SMS Consent ta receiving text messages

The following fields will then be displayed:

CONTACT PREFERENCES

Manage which contact methoeds you offer to customers

Method Description

4. Complete each of the fields;
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Required?

false

false

Required?

Yes

. NEW CONSENT

Status

. Aclive |

. Acthve

[ Acthe

Active

Active |

. Active

Status

L Active |

Active

Status

Active

MANAGE

MANAGE

MANAGE

MANAGE

MANAGE

MANAGE

+ ADD CONTACT PREFERENCE

MANAGE

MANAGE

+ADD CONTACT PREFERENCE

SAVE

CANCFL
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e Method
e Description
e Required; choose to make it a requirement
e Status; choose make the status active
5. Click‘Save’ to confirm the new contact preference.

MANAGE AN EXISTING CONTACT PREFERENCE

1. Click 'Manage’ button on the right of the contact preference you want to manage

CONTACT PREFERENCES

Manage which contact methods you offer Lo customers

+ ADD CONTACT PREFERENCE

Method Description Required? Status

Email Cansent o receiving email false ['- Active /. MANAGE
The following fields will then be displayed:

CONTACT PREFERENCES

Manage which contact methads you offer to customers

Method Description Required? Status

Email Consent Lo receiving emai Yes 8 Active

2. Complete any updates as required and click ‘Save’

Note: In this section you can change the description, required status and change the active status.
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Free trials

This functionality allows you to create a Free Trial promotion offering that can be applied to a new subscription. A customer
could use a free trial to sign up to a new subscription giving them a free trial period to that subscription without being billed.

After the free trial expires the customer will be billed accordingly to the subscription.

The free trial gives a customer access to the subscription free of charge for a period of time, (which is set within the
Subscription itself; see Create Subscription section for more information) so that they can experience the service and to
encourage them to continue with a paid subscription after the free trial.

NUMBER OF TIMES A FREE TRIAL CAN BE USED BY A CUSTOMER

1. Click‘Configuration’
2. Click 'System Options'

The Settings page will now appear:

TV4 C More | settings

3. Click the ‘Expand’ icon on Free Trial
4. Choose the number of redemptions allowed and the set period number of months within which redemptions can be
made

Number of redemptions: 0 = time(s) every 12 month(s)

5. Click‘Save’ to confirm the changes

This rule will then be applied to all Free Trials across your catalogue of subscriptions
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Pause and resume

The Pause and Resume parameters can be managed by an Advanced Administrator through E-Agent. You can manage the
number of times a customer can pause their subscription within a set period of time.
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Inboxes

Inboxes are used to handle Cases. System Users can be assigned to Inboxes such as ‘Finance’, *Customer Service’ or
v H I
Technical'.

Cases can then be assigned to an Inbox where a User may take ownership and *handle’ the Case eg a Finance User might
take ownership of a Case in the Finance Inbox that had been raised where a Customer had complained about poor video
quality.

Note: Only the Administrator Role and Contact Centre Supervisor Role can create inboxes and manage inbox users.
To create a new Inbox:

1. Inthe Customer Search screen click 'View Inbox’:

SEARCH
Customer reference Post / ZIP code External unique ID
First name Last name Emaill
Display name Payment method Telephone number
Username Orger D Viewing card number

ALL INBOXES

Inbox Overdue Due today Next three days Next seven days Not yet due

Finance 0 0 0 1 0
View inbox

The Inboxing screen will appear:
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PREMIER SPORTS RESIDENTIAL | Inboxing JOM AREERRE Hoing 7 GRS SRing
Maintain invoxed iterns g Lioce
& MAINTAIN INBOX USERS © Create Inboxes | & Create Inboxusers  EESRMLEIGICI

Fiter inbox Fllter users Fliter Status

] s A DAED 5
Inbox name User name Read access Forward access Cancel access Actions

Finance Araxburgh PR
Finance BScott s 0
Finance Bscott [ v ves | s 0
Finance E14853 ans
Finance Gbyrne /0
Test EQ15268 v Yes [ v ves | v Yes Pay
test] EO14853 A

You can update users access for inboxes they are assigned to by clicking the ‘pen’ icon alongside the Inbox in the table of
Inboxes:

Actions

s O

Then make any changes to access rights and click ‘Update”:

©f UPDATE USER ACCESS X
Select access nghts for Aroxburgh to access the Finance
Read access Forward access Cancel access
Cancel Update

2. Click Manage inboxes button or the Create inboxes button

YOU ARE HERE: Home > CRM > Inboxing

& Manage inboxes % Close
£ Create inboxes & Create inbox users = Clear filters

Filter Status
All

<>
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3. A Create new inbox window will appear, enter the Inbox Name and Inbox Description, then click ‘Create Inbox’:

£2 CREATE NEW INBOX b

Please create a unique inbox name and description

inbox name* Inbox description*

4. The New inbox has now been created. The next step is to create Inbox Users so that the inbox can be managed
accordingly. Click ‘Create Inbox users”:

YOU ARE HERE: Home > CRM > Inboxing

4 Manage inboxes % Close
2 Create inboxes & Create inbox users s RECETR{l[EIES

= =

5. A Create new inbox users window will appear, choose the Inbox Name you want to add a user to and then add Inbox
User from the populated list. Tick the User rights to the inbox from the 3 options (Read, Forward and Cancel) and then
select ‘Create inbox user”:

& CREATE INBOX USERS »

Select an inbox, user and access rights

Inbox name* Inbox user*
y  PWAdmin

“«r

Finance

Read access® Forward access Cancel accessi@

A success message will appear showing the Inbox is now associated with the user.
You can add more Users to inboxes from the same window using the same process as above:
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& CREATE INBOX USERS

b Irdox Fimance s now associsted with PWAdDmIn user

Selot an InDox, Qler a0 scres rghts

Irbhes rame* nhex yaert
Sect mbox

Sect Lner T

ReAs Mitess” FOrwara aties Candetl actem

e
On the Maintain Inboxes Screen, you will then see the new Inbox summary and can manage the inbox and actions from
there:

[ MAINTAIN INBOX MESSAGES

Frier inbox Filter priorily
Ll

© Clear Mters
Filter scton Hiler rmportance
Al >

Fater cawres
oAl + Al S

Filer box lype
s A Irbare

“
-

Inbox name Action id Prlority Imgortance Owned by Action Referance Type Date due
DuesevenUays

NFOSMATTION

Actlons
Hrance IR HIGH CASL 100490 lest on 14 an-2020 i 68 2« » R ©
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Email templates

HOW TO VIEW EMAIL TEMPLATES
Follow these simple steps to view existing Email Templates:

1. Select Configuration
2. Select Email Templates

Win by making each and
every customer moment

amazing...

This will launch the Email Templates section:

EMAIL TEMPLATE OPTIONS NAME TRIGGER AVAILABILITY CREATED
@ Al
€ More Friendly Checkout Test Checkout succes: ® {ulle MacDonpid
Active lore Friendly ut out success = 8 Sep 2020
Disabled
PPLY FILTERS Q Peter Casey
APPLY FILTE Peter test Register Customer 8 Sep 2020

Training invit Register Cust N Abs Hassan (admin)
raining invite egister Customer Q S
ha Amanda Sinton
(< v
ption Change Changed ez
dummy test Checkout su v ian kuczerepa
o y ieckout success 26 Aug 2020
\ Amanda Sinton
Subscription changed single snippet test Subscription Changed N

27 Aug 2020

Here you'll see all the templates created.
All templates will be displayed along with the option to filter to only view the Active or Disabled ones.

You can filter the templates using the left hand menu:
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Filter by Reset filters

EMAIL TEMPLATE OPTIONS

Disabled

[ APPLY FILTERS ]

You can create and view templates from this screen.

Email Templates will be listed in order of most recent created first. The list will show the
template's Name, Trigger, Availability and who created it and when:

Email templates

NAME TRIGGER AVAILABILITY CREATED

Abs Hassan (admin)

Created on 07 Sep 2020 (ENIEM LTS

Training invite Register Customer © Disabled

Selecting 'View Template' will launch the manage template screen, where you can edit the template along with enabling or
disabling it:
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Email templates

Email template details

When you want to identify the Template name*
template and control when it is sent
based on the customer event
trigger.

Successful Purchase 1

Template description*

successful purchase with billing date added

Template trigger*

Checkout Successful

Design email template

Design the content for your email by Email subject*

pasting your custom html and styles. >

You can personalise your template Your Purchase {{#if firstName}}{{firstName}}{{/if}} TESTSUBJECTTESTSUBJECTTESTSUBJECTTESTSUBJECTTESTSUBJECTTI
using a set of attributes which are

based on the template trigger. Email sender friendly name

C More
Per lise your template using
the following attributes:
Email sender prefix* Default email t domaine
Customer . ::
e 1 . zard.
Customer's first name no_rony @ Hevelpaywizardicon
(+) Customer's full name
o Select default email t d
Order
Total cost Choose...
(+) Purchase date
— *
(+) Order number HiMU
Subseription <> @ Verdana 11pt Paragraph - [ BE & (3}
(+) Subscription initial charge ) IE— i
B 7 U S EEFEEE -0 L5 = Q

() Nextbilling date

One Active Email Template for each trigger

When you create an email template you can only have one Active email Template for each trigger at any one time.

If there is one active at present you will need to save the one you are creating as inactive then turn the other one off first. Or

disable the active one first before you begin creating a new email template.

HOW TO CREATE AN EMAIL TEMPLATE

1. Select 'New Template' in the Templates section:

Email templates m

148

NAME TRIGGER AVAILABILITY CREATED
Training inv Rext c ® Disabled Abs Hassan (admin) {— T
raining invite egister Customer SRS Created on 07 Sep 2020 | VIEW TEMPLATE
This will launch the Email Template creation screen:
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Email templates

Email template details

When you want to identify the Template name*
template and control when it is sent

based on the customer event

trigger.
Template description*

Template trigger*

Choose...

Design email template

Design the content for your email by Email subject*
pasting your custom html and styles.

You can personalise your template

using a set of attributes which are

based on the template trigger. Email sender friendly name

Select your template trigger
before we can show you which

attributes you can use. Email sender prefix* Default email template domain*
@
Select default email template d
Choose...
HTML*
¢ @  Verdana 11pt Paragraph A BE &2 ()

B/ USsSE=E== ==

=-E=E- (1 T L #H | Q

-

COMPLETE THE EMAIL TEMPLATE DETAILS

This section allows you to identify the template and control when it is sent based on the customer event trigger you link it
to.

Note: Any fields marked with an * are required

1. Create the Template name
2. Complete the Template description
3. Choose the trigger for this template from the drop down list.
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Email template details

When you want to identify the Template name*
template and control when it is sent

based on the customer event N
trigger. Training invite

Template description*

Training invite email - time, locations etc

Template trigger*

Choose...

Email template details

When you want to identify the Template name*
template and control when it is sent

based on the customer event W @
trigger. Training invite

Template description*

Training invite email - time, locations etc

Template trigger*

Choose...
Template trigger*
+/ Choose... ]
Checkout Successful
Security Key Created le

Security Key Updated
Security Key Revoked ‘

Security Key Roles Updated
Subscription Changed

Note: You can only use one of 2 triggers; Checkout Successful or Subscription Changed.

COMPLETE THE DESIGN EMAIL TEMPLATE SECTION

This section is for you to design the content for your email by adding your custom html and styles.
You can personalise your template using a set of attributes populated on the left which are based on the template trigger.
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Design email template

Design the content for your email by Email subject*
pasting your custom html and styles.

You can personalise your template

using a set of attributes which are

based on the template trigger. Email sender friendly name

Select your template trigger
before we can show you which
" i *
attributes you can use. Email sender prefix Default email template domain*

Select default email template domain

Choose...

HTML*
<> @  Verdana 11pt Paragraph a BR o G}
B 7 ¥ SIEEZRE & B|i= = T M| LK = Q

You should use the HTML Editor to edit your email style. This includes options to add images, links and videos

HTML*
<> @ Verdana 11pt Paragraph Al BE & (6}
B 7 U & E =E =EE E E = = T % 5L = Q
HTML Editor

Adding undocumented attributes to your Email Template
You can add attributes that do not appear on the left-hand side or with the default trigger attributes.

To do this, you have to extract the attribute from the Event Stream and then once formatted include it in the plain text
section of your Email Template.

The Event stream for “eventType”:"SERVICE_CHECKOUT_SUCCESS" has additional attributes such as Username or
Masked PAN, which are not included in the email template for Successful Purchase. You can however add this manually to

your template.

e Simply find the event from the Event Stream

e Format this using a JSON formatter (use hierarchy notation to expose the data not shown in template)
e Locate and copy the Username or Masked PAN attribute text, using JSON hierarchy

e Addthe Username or Masked PAN attribute text to your template within the plain text section

Once you have saved the changes this, the Username or Masked PAN will appear on all Successful Purchase emails.

Note: Any fields marked with an * are required
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1. Complete the Email subject - this is the subject of the email that will be sent to your customer
2. Complete the Email sender friendly name - this is optional and if used you can add a name to the sender as opposed to
just a default 'no reply'.

An example of this could be:

Instead of seeing an email come from noreply@singula.com you could add the email sender friendly name as Singula
Customer Support, so the customer would see the email has come from Singula Customer Support. (Only in the detail of the
sender, would they see the email address it was sent from)

3. Choose the Email sender prefix and the email template domain from the drop down.

The 'email template domain' can be set to a specific country manually within this drop down. By default, Email Templates
will identify the customer's country through their registered address and default to that country if it has been setup

(see Email Domain Management Guide). If their country is not available in the list, then the default 'email template domain'
will be used.

Email subject*

Email sender friendly name

. -
Email sender prefix Default email template domain*

info @ devel.paywizard.com

Select default email template domain

devel.paywizard.com

LITAAL &

4. Add your HTML code for your formatting of the email template.
5. Add your Text for your Email template ( this can be copied from HTML)
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HTML*

<> & | Verdana 11pt Paragraph ] BE £ ()
B 7 UV &S EE=EE | &E EB|I= = T M| L =

{{#if purchasedSubscriptions}} Your Subscription Purchase: {{purchasedSubscriptions.
[0].itemName}}

{{#if initialCharge} }Initial Charge: {{initialCharge}} {{currency}}{{/if}}

{{#if recurringCharge}}Recurring Charge: {{recurringCharge}} {{currency}}

{{/if}} {{#if renewalDate}}Next Billing Date: {{renewalDate}}

{{/if}} {{#if discount.amount}}Your Discount: {{discount.amount}} {{currency}}
{{/if}} {{#if discountedRecurringCharge} }Recurring Cost with Discount:
{{discountedRecurringCharge}} {{currency}}

{{/if}} {{#if discount.duration}}Discount Occurrences: {{discount.duration}}

{{/if}} {{#if minimumTerm}}Contract Term: {{minimumTerm.minimumTermDuration}}
{{minimumTerm.minimumTermUnit}}

{{/if}} {{/if}} {{#if purchasedPPVs}}
Your PPV Purchase:

{{#each purchasedPPVs}}
e Item: {{this.itemName}?}

180 WORDS

Plain text*

{{#if title}} {{title}}{{/if}}{{#if firstName}} {{firstName}}{{/if}}{{#if lastName}} {{lastName}}{{/if}}

Your C More Purchase

{{#if purchasedSubscriptions}}

Your Subscription Purchase: {{purchasedSubscriptions.[0].itemName}}{{#if initialCharge}}Initial Charge: {{initialCharge}}
{{currency}{{/if}}

{{#if recurringCharge}}Recurring Charge: {{recurringCharge}} {{currency}}{/if}}

{{#if renewalDate}}Next Billing Date: {{renewalDate}}{{/if}}

{{#if discount.amount}}Your Discount: {{discount.amount}} {{currency}}{{/if}}

{{#if discountedRecurringCharge}}Recurring Cost with Discount: {{discountedRecurringCharge}} {{currency}}{{/if}}

[IHif Aicranint Auiratian\INicranint Nerirrancac: (fdicranimt dAiiratian\1 AN

Copy from HTML

COMPLETE THE TEST EMAIL TEMPLATE SECTION

We recommend testing your email before sending to any of your customers. This will give you a real view of what a

customer will see when they receive the email and will help you identify and resolve any template issues before you enable

the template.

Note: It will use default data setup for each email template type but take the layout of the current email template you are

editing.

1. Choose the 'Test email type' from the drop down
2. Enteryour recipient's email address and then select 'Send Test Email'
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Test email type

Choose...

Email recipient

ahassan@singuladecisions.com SEND TEST EMAIL

CONFIRM THE EMAIL TEMPLATE AVAILIBILITY
Finally you need to confirm the template availability.
This is set to enabled by default however, if you want to disable it to use at a later date, select 'Template disabled" button

Once you're happy with the template, select 'Save' to create the email template.

Template availability
When you want to stop the email

being sent to your customers. Remphste; disahind

|' CANCEL |

Remember you can view and edit any templates you create within the Email Templates section.
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1.
2.

Select Settings
Select Email Templates

All templates will be displayed along with the option to filter to only view the active or disabled ones.

One active template for each trigger

When you create an email template you can only have one active email template for each trigger.

1.
2.

3.

Select Settings

Select Email Templates

Select New Template

Email template details

4.
5.
6.

Enter the Template name
Enter the Template description
Choose the trigger for this template

e o

Singula Decisions.

Settings

Design email template

7.
8.

Products Marketing ~ Customers ~ OH) v

Select your template rigger before
we can show you which attributes you
can use.

Enter the Email subject - this is the subject of the email that will be sent to your customer
Enter the Friendly sender name - this is optional and if used you can add a name to the sender as opposed to just a

default 'no reply'

Enter the Email prefix and choose the email domain
The 'email template domain' can be set to a specific country manually within this drop down. By default, Email

Templates will identify the customer's country through their registered address and default to that country if it has been

setup (see
used.

). If their country is not available in the list, then the default email template domain will be



10. Design your email using the HTML editor. You can also paste your HTML a code editor.
You can personalise your template using a set of attributes populated on the left which are based on the template
trigger.

Adding undocumented attributes to your Email Template
You can add attributes that do not appear on the left-hand side or with the default trigger attributes.

To do this, you have to extract the attribute from the Event Stream and then once formatted include it in the plain text
section of your Email Template.

The Event stream for “eventType”:"SERVICE_CHECKOUT_SUCCESS" has additional attributes such as Username or
Masked PAN, which are not included in the email template for Successful Purchase. You can however add this manually to
your template.

e Simply find the event from the Event Stream

e Format this using a JSON formatter (use hierarchy notation to expose the data not shown in template)
e Locate and copy the Username or Masked PAN attribute text, using JSON hierarchy

e Addthe Username or Masked PAN attribute text to your template within the plain text section

Once you have saved the changes this, the Username or Masked PAN will appear on all Successful Purchase emails.
11. Add your Plain Text version - this can be copied from the HTML version

Test your email template
We recommend testing your email before sending to any of your customers.

Note: It will use default data setup for each email template type but take the layout of the current email template you are
editing.

12. Choose the Test email type from the drop down

13. Enteryour recipient's email address and then select Send Test Email

Email availability

14. Thisis set to enabled by default however, if you want to disable it to use at a later date, select Template disabled
15. Select 'Save' to create the email template

Select Settings
Select Email Templates
Choose the template you want to edit
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Email domain management

This feature puts you in control of which domain is used as when sending emails to customers based on where they reside.
You can setup a default domain or multiple domains and Singula® Subscriber Management will automatically use either the
default or the country specific domain email for a customer when sending emails.

Note: Any new domains will need to be validated by Singula Decisions' Help Centre.

HOW DO | ACCESS EMAIL DOMAIN MANAGEMENT?

1. Select Configuration
2. Select Email Domain Management

Win by making each and
every customer moment
amazing...

| Email Templates

DOMAIN COUNTRY CODE DEFAULT SENDER PREFIX CREATED

Abs Hassan Training ..

singuladecisions.com . noreply ot 2, 2000

crosse e  saveooman |

**Here you'll see all the Domains created with options to delete or create a new one:
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Email Templates

DOMAIN COUNTRY CODE DEFAULT SENDER PREFIX CREATED

Abs Hassan Training ...

singuladecisions.com - noreply Oct 27, 2020

The default domain will be listed at the top and then any additional domains will be below this . The list will show the
domain's Domain, Country Code, Default Sender prefix and who created it and when:

DOMAIN COUNTRY CODE DEFAULT SENDER PREFIX CREATED

Abs Hassan Training ...

singuladecisions.com - noreply Oct 27, 2020

HOW TO ADD A NEW DOMAIN
Follow these simple steps to add a new domain:

1. Enter your domain name into the 'domain’ field

PayTV365 Choose... noreply m

2. Select the 'country code' from the drop down list:

DNK P
GBR
NOR
SWE

The country codes will need to be added by Singula Decisions Help Centre for it to appear in the drop down list. The list will
show any country codes that have been setup and have not already been used.

This means the drop down update according to which country codes you have already used and so will only show ones which
have not been used.

Domain without a country code
You can setup a domain without a country code allowing you to use it as a default domain in the email template.

3. The 'Default Sender Prefix' is managed within Email Templates and you can used Sender friendly names instead of the
default.

PayTV365 SWE noreply

CONFIDENTIAL | © 2020 Singula Decisions Limited 158



4. Select 'Save Domain'
SAVE DOMAIN

Once the domain has been saved it will appear in the list:

Abs Hassan (admin)

PayTV365 GBR noreply Oct 1, 2020

Abs Hassan (admin)
PayTV365 DNK noreply Oct 1, 2020

Abs Hassan (admin)
PayTV365 NOR noreply oct 1. 2020

Abs Hassan (admin)
PayTV365 SWE noreply

Oct 1, 2020

Any domains listed here can be used with the Email templates.

By default Singula® Subscriber Management will use the country code that customer resides in. If the country code is not
setup then the default domain will automatically used.

I Email Templates

Marketing
Viarketing DOMAIN COUNTRY CODE DEFAULT SENDER PREFIX CREATED

& CRM

Abs Hassan Training ..
singuladecisions.com . noreply i

Oct 27

Choose Boreply

'SAVE DOMAIN

When deleting a domain, you'll be presented with a pop-up highlighting that any templates that use that domain will
continue to do so unless you manually change it within the Email Template:

Please be aware that any email templates that use

the domain you are about to delete will continue to
use that domain until you manually change it.




We need to verify your domains

1. Select Settings
2. Select Email Domains

The default domain will be listed at the top and then any additional domains.

e o

Singula Decisions Products Marketing ~ Customers oH) v

Settings

DOMAN COUNTRY CODE DEFAULT SENOER PREFIX CREATED

*
devel paymizard com cer noceply :‘:: iy
devel.paywizard com " noreply :‘(’_‘_"y‘"“_'f'f"'

carthrottie. co uk - noreply

Select Settings

Select Email Domains

Enter your domain name into the domain field
Choose the country code

S WP

The country codes will need to be added by Singula Decisions Help Centre. The list will show any country codes that have
been setup and have not already been used. You can setup a domain without a country code allowing you to use it as a
default domain in the email template.

5. The Default Sender Prefix is managed within Email Templates and you can use Sender friendly names instead of the
default - noreply.
6. Select Save Domain
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Payment methods

Setup Payment Method enables you to set up accounts along with any supporting metadata as well as configuring the
necessary payment gateways in order to allow you to start using PSPs to take payments.

This also supports the bypassing of 3DS2 when payments are processed by an agent.

GETTING STARTED

When setting up payment methods you'll need to complete these steps:

1. Contact one of our supported PSPs (e.g. Realex Payments, PayPal, DIBS, Klarna) and obtain the information that's
required for setting up an account with them;
2. Loginto Singula® Subscriber Management and select 'Configuration' then ‘Setup payment method’;

singula decisions & Abs Hassan (admin) ©

Nin

3. Choose the PSP from the Payment Gateway section by clicking the radio button to the left of its icon and then click
'Add account’;
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A Be careful when creating and editing payment methods. You won't be able to remove any payment methods once created.

Payment Gateway

(@]

@ ggv?nlef'«é a
' PayPal

- SKYe=p

O

© DIAGNAL

Manage account

O

@)

o

3 worldpay

@ realex
paym_e_nts
-

ipay88

».DIBS

GLOBAL
@ @ IRIS™

() @Aas-cstobile

- BT@

W KLARNA

+ Add account

4. Setup the account using the information provided by the PSP;

Add account YOU ARE HERE: Home > Configuration > Add account
Save
Add account Top tip!
Identifier: * @ GLOBAL Did you know? Globallris requires one MID per authorisation.
IRIS™
Username: * @ Password: * @ Add currencies
Currencies Transaction Type (2]
Success URL:* @
Please select... O Recurring O initial
>
Failure URL:* @ + Add another

HPP URL:* @

https://hpp.sandbox.globaliris.com/pay

Service URL: * @

https: is.com

Refund password: * @

5. Save changes;

The account can be edited if required.
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ADDING A REALEX PAYMENT ACCOUNT

Realex Payments is an online payment processing solution. Realex Payments will capture and store your customers’
tokenised payment details. You can also process payments during cart checkout and run regular billing cycles using the
token provided by Realex Payments.

When creating a Realex Payments account you'll need to be aware of the following:
Realex Payments needs one identifier per transaction type. (This is provided by Realex)
Follow these steps to add an account:

1. Click the radio button next to Realex and then click +Add account button to add a Realex Payments account:

X m 2 worldpay @ e
' PayPal s ggv?n‘egr;é @Ans-cmmobﬂe

SkYe=n BT@

DIAGNAL

+ Add account

This opens up the 'Add account' section:

Add account

Add
i T realex
T~ payments
e:* © Password: * © Add currencies
Currencies Transaction Type o
-9
Plosc v
. o <+ Add another
L* @
hitps://hpp sandbox realexpayments.com/pey
o
hitps://epage. sandbox Sayandshop.com
re @ fefund prssward:+ ©
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When creating a new Realex Payments account you will need to enter following:

Identifier — The Merchant ID (MID); the Realex sub-account identifier. This allows transactions to be grouped and to identify
transaction type;

Username — The username credentials used to communicate with Realex Payments system;

Password — The encrypted password used to communicate with Realex Payments system. Please ensure you have entered
the exact password provided by Realex Payments;

Success URL — The success page URL that the customer will be redirected to if they've successfully completing the PSP
payment capture phase;

Failure URL — The failure page URL that the customer will be redirected to if they’ve been unable to complete the PSP
payment capture phase;

HPP URL - The hosted payment page (HPP) for payment card capture;

Service URL — Your recurring payment URL, used for all authorisation and refunds.

Agent Account - The Agent Account ID allows you to use a non 3DS2 enabled sub-account for agents to capture payment
details while bypassing 3DS verification checks;

Bypassing 3DS2 using Agent Account ID

3DS2 enabled requires two sub accounts; one for online customer initiated payments and one for Agent capture. To allow
bypassing of 3DS2 for Agent capture, you will need to:

1. Create a non 3DS2 sub account with Realex. (This is to allow agents to bypass 3DS2 when taking payments from a
customer). Once created you will be given an Agent Account ID by Realex.

2. Create or update an existing Realex payment method in Singula® Subscriber Management, making sure to include
the correct Identifier and the Agent Account ID provided by Realex.

3. Complete any other required fields and then click 'Save' to finalise the changes.

Refund Password — This ensures that requests for refunds are genuine;

Currencies — You must add a row for each currency associated with the identifier.
Note: The currencies shown are the ones set up in our system and aren’t specific to the PSP;

Transaction Type — Select either a recurring and/or initial transaction type. Note: your default account has to be set to
recurring;

Once setup is complete, click the Save button at the bottom or Cancel to go back.

Note: Once you've added an account in Setup payment method you are unable to delete/deactivate it, as this is financial
data that may have an impact on customer transaction.

If you need to delete or deactivate a payment method please contact your Account Manager or Help Centre.

Click the pen button next to the account you wish to edit in ‘Manage accounts’ section. The pen buttons displayed
below are against different currencies, clicking any of them will take you to the same account.
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Payment Gateway
(S} o Zworldpay @ e
' PayPal ® @ Eaev%lts\é @Ans-ctwmabile

SkYe BT

DIAGNAL ’ -
Manage sccount
Identifier Success URL Failure URL Currencies Transaction Type
hpp3ds htps://tvemed|adev. devel paywizard. comiselfse..  hiipsu/tvamediadey. devel paywizard com/selfse..  GBP Recurring, Initsal ’

+ Add account

This will display the *Manage accounts’ page:

YOU ARE HERE: Home > Configuration > Manage

Manage account

Cancel Save
Manage account Top tip!
Identifier: * @ @ realex Did you know? Realex requires one MID per authorisation.
h . paym‘g‘nts
Username: * © password: * @ Manage currencies
paywizardrealextest Edit
Currencies Transaction Type (2]
Success URL: * @
https:// Pound Sterling -1 Recurring Initial
Failure URL: * @ Danish Krone v Recurring Initial
https:/
Swedish Krona 2ad Recurring Initial
HPP URL: * @
rwegi n v 3 v/ al
https://hpp.sandbox.realexpayments.com/pay ot e i 8 Recurring 8 initia
*
Service URL: * @ + Add another

https://epage.sandbox.payandshop.com

Agent Account: * @ Refund password: * @

api Edit

All fields can be edited except for identifier and currencies.
To edit the Password and/or Refund Password click the ‘Edit’ button attached to those fields.

Note: If you click on a protected edit field (grey box) it will display a blank white box, if you click on this but don’t wish to
edit it, click the *Cancel’ button to go back, this will revert to your previous settings.
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MY PROFILE
My password

CHANGE MY PASSWORD

From the User menu, select ‘Change my password'
Enter your current password

Enter your new password

Confirm your new password

Select ‘Save'

oW R

singula decisions & GregHerd ©

@ Logout

B Enter Beta Mode

Orange Vision

RESET MY PASSWORD

Contact your administrator who can reset your password. You will receive an email with instructions to reset your password.
The link within the email expires after 1 hour.
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SUPPORT
Contact support

CONTACTING THE HELP CENTRE

You can email the Help Centre directly using the following email address helpcentre@singuladecisions.com or call on +44
(0)844 855 2975. The Help Centre is available 24 hours a day, 7 days a week, 365 days a year.

RAISING A TICKET
You can raise a ticket, view an incident or make a request on the Singula Decisions ticket management system portal.

Instructions on how to raise a ticket will be supplied by your account manager. Your email domain will be whitelisted to use
this site.

In the event you are unable to access the portal, you can contact the Help Centre.
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