Credit Card issue

Call Description: Saturday the 25th, need to get a credit card tranasction refunded.

Call CLOSED for SHONEY1311 on 2009-07-30 at 11:45:15

Solution: Manager Teressa gave me permission to connect. I walked manager thru in reviewing the closed batch report for the 25th and it showed that order 7638 was credit the correct amount.  Manager Teressa said that this call could be closed as the card was already credit correctly.

Call Description: On Reg3, a CC was taken.

Order #301080

It printed the reciept for the customer to sign.

20.50 + 3.00 tip

The store went to the register to enter the tip The register reverted to the main order entry screen and added a Sm. OJ and Sweet Tea + Tips.

Diane removed the Sm. OJ and Sweet Tea and now the order is on the screen

Call CLOSED for SHONEY1202 on 2009-07-21 at 00:27:22

Solution: The System Databases are NOT showing updated data for this Order#301080. Now poring thru the CC Batch to see if it's extant there. Sure enoiugh, I found the transaction from 8:57pm in there, a VISA transaction-************8703, for $20.50 with a $3 Tip added, Expiration date of 03/11.  Marked the Order Paid and had manager confirm the Order was not showing to pay any longer.

Call Description: Cashier cashed out ticket #201858.  The ticket's total sales $21.71, tip should be 4.00 on an american express and was added in as cash.  They originally closed it as $21.71 without the tip so when they went back to post adjust for the tip, the cashier hit post adjust the order instead and it converted to cash. MOD Diane needs for this to be a CC order again and make sure the CC is charged the correct amount which is $21.71 with a tip of $4.00.  Need to see if this credit card can be retrieved.

Call CLOSED for SHONEY1202 on 2009-07-20 at 16:24:22

Solution: Order 201858 shows pay type 203 (amex card) in tblOrderPay so it required no additional adjustment.  Batch 111, which settled last night, had a charge and a credit for the card for $21.71.  Added a charged to the current day's batch for $25.71.  It should go through with settlement.

Call Description: order 200988 is for $9.70 with $5.00 , they originally closed it as $9.70 without the tip so when they went back to post adjust for the tip they hit post adjust the order instead and it converted to cash, they need that to be a cc order again and make sure the cc is charged the correct amt

Call CLOSED for SHONEY1202 on 2009-07-15 at 19:38:46

Solution: per marcus we edited the transaction in the batch to account for the tip amount. The way we had to do it. however,she is going to show short on her cash and over on CC which will even her out. Called store to let Diane know. She acked. Closed call with Diane

Call Description: "Performing EOD" is stuck on the screen. They had an issue batching CCs last night, but she does have a closed batch report printed out.

Call CLOSED for SHONEY1311 on 2009-07-13 at 05:39:17

Solution: Closed "Performing EOD" webpage. Verified with Teresa that their CCA batch that printed is the one that settled in CCA. Verified their business date is correct. Verified there were no errors in the EOD log or CCAsettle log.

Call Description: She has a lady that was charged twice on her CC yesterday and she is needing her card to be refunded in the amount of $75.45.  The last four digits of the card is 6319 exp 8/11 , she said that the card should have been charged a total of $85.45.  It is for order # 206897.

Call CLOSED for SHONEY1311 on 2009-06-30 at 18:50:09

Solution: Dialed in and found that in batch 134 from yesterday the card had been charged twice ($85.45 and $75.45) and refunded once (-$75

.45) for a total charge of $85.45.  Nothing needed to be done.

Call Description: Manager states they had a CC order but the first time they rang it up they accidentally put it in as cash. manager rang up another ticket and closed it out to the CC but they still have the cash order in the system. 302589

Call CLOSED for SHONEY1255 on 2009-06-16 at 16:38:55

Solution: I connected to the BO.  First I tried to walk the manager through doing an overring on the register but she did not see anywhere where she could. I was able to mark the order a void in the database. I doublechecked to make sure it was not counting towards their cash and it no longer is. Closed call with Candace

Call Description: They had yesterday   a few credit card transaction that were ran as cash ,The system gave them a cash receipt they are short now $78.

Call CLOSED for SHONEY1311 on 2009-05-16 at 11:50:35

Solution: On register 1 I ran dbrepair I ran  register update I also check table order and all transaction were cash mod is going to call us back when they have this issue and they are going to take note about time and order # MOD Jeff doesn’t know when the orders were ran .

Call Description: teresa is not at the store right now but her other manager does not know how to pull up a closed batch report. she wants us to dial in and show him how its done. Call CLOSED for SHONEY1311 on 2009-04-09 at 10:19:15

Solution: I called the store and spoke with manager Jeff and Jeff gave me permission to connect.  Manager had the cca manager open.  I walked manager Jeff thru selecting reports and then selecting the closed batch summary option from the tool bar at the top and then selecting the date and the closed batch summary report open up fine.  Manager Jeff confirms that this ticket can be closed.

Call Description: Order# 302847 was a credit card order and the store did a post adjust to add a tip and removed the credit card part from the order itself.  Manager reports that receipt did print out as a credit card.

Call CLOSED for SHONEY1311 on 2009-04-08 at 11:35:00

Solution: Teressa said that this order was already closed out and this is when they tried to reopen the ticket to post adjust the order for a tip of 4.00.   I see in the batch that there is a sale and a refund.  I spoke with Marcus and he said that you can't post adjust an order for a tip once the order is closed and Marcus instructed me to void the sale and the refund in the batch and then turn the voided sale back into a sale with the total including the tip.  The total credit card order with the tip is $30.15.  Manager Teressa confirms that the credit card order is now correct and confirms that this ticket can be closed.

Call Description: Customer paid for a meal on one transaction and another transaction for a GC. The first time the GC did not go through so they swiped it again and the customer is saying there is three transactions on her card. Manager wants to get their CCAManager settings changed. She says she doesn't think the cards should be set up to preauth the amount because customers are getting upset that if the card doesn't get approved, even though it says "Refund" on the line after the charge, they have had complaints where the customers check their bank balance/cc statement and it says they were charged more than once.

Call CLOSED for SHONEY1311 on 2009-03-30 at 14:35:15

Solution: After speaking with Marcus, I called the store back to inform Teresa that there is no setting or configuration to change this aspect of the CCAManager's approval system.  These are pre-auth notices that do not affect the customer's balance. Informed her it could take up to 3-5 business days but the customer's available balance will be restored. Notified her again that there is no way to change this and she still insisted that they need to get that changed because "people make mistakes"

Call CLOSED for SHONEY1202 on 2009-09-16 at 17:34:44

Solution: We rerang the credit card transaction.  The order closed and the credit card was charged with a tip. Closed call with Heidi.

Call ID: 01184386

Call Description: Cashier swiped a credit card, saved for tip, then when she went back to put the tip in, the order shows with no payment whatsoever.   Order number is 307661 for 32.61 + they need to add a $5 tip.
--------------------------------
Call CLOSED for SHONEY1202 on 2009-09-18 at 12:40:05

Solution: received permission to connect from Heidi. verified with her that the transaction is in the ccamamanager for $17.65

Call ID: 01184930

Call Description: wants to make sure an order # (502097) was charged to a cc.
So let's ensure that they are definitely OVER by that amount or thereabouts when they get to EOD.  If they are, then take a look at C:\Program Files\Xpient Solutions\Credit Card Application\CCAManager\CCAManager.ini

[TRANSACTION_RESTRICTION]

Sale=1

Forced Sale=1

Credit=1

Forced Credit=1

Void=1  

Change the 1's to 0's and save.  Then go into CCA Manager.  Click Batch Information.  Then at Select Summary_Type use the drop down to change from Transaction Totals to Transaction Report.  Locate the transaction to refund and select the whole line then right click it.  You should have "void" as an option, then follow the prompts until complete.  Then close out of CCA manager and change the section back from 0's to 1's.

When the credit cards are offline, the POS will prompt the cashier to press Cancel or Voice. The cashier will press Voice. A screen will appear for an authorization code. The code is 123456. Once they enter the code they will press enter and the credit card will process. They have to be patient as this takes about a minute or so for the credit card to process. 

The manager must call or email the helpdesk if this happens so they can resolve the offline issue.

I will send out an email to all stores on the Xpient system with this procedure for future reference.

Jennifer

Cindy, 

The only times we should see this are as follows:

If the customer fails to add the tip on the signature receipt and returns after the transaction is closed, the store should perform “Post Adjust Tip” transaction which SHOULD void the original and add the corrected transaction.

If the Cashier fails to enter the tip after the customer has written it in, then they should perform “Post Adjust Tip” transaction to resolve.

If the Cashier and Customer both add the tip at the time of the transaction being closed, there should be no further problem and no additional authorizations or transactions.  In both cases we are dealing more with “human error” than a problem with the system.  This was the same problem we experienced when we ran credit cards on the POS previously.

We discussed changes to the credit card engine previously.  We do not yet have a timetable for re-opening the issue of changing the credit card engine, as we are actively engaged in the rollout to company locations.  There is an update scheduled in Q1 or Q2 next year regarding PCI Compliance which may prove an opportune time to try the change in Credit Card engine we discussed.  We’ll keep you up to date as we know more.

I hope this answers your questions.

Thank you,

Michael Young
When your terminal or computer is down, these are the phone numbers for authorization that you should call.  Have your Merchant number ready when you call. Follow the prompts and write the authorization number given to you onto the manual receipt for entry later. Make sure you also have the credit card number and expiration date of the card on each manual ticket.

Visa/Master Card- 1-800-991-9911 your merchant number for Visa/Master Card ONLY is 4445000701748.  

American Express- 1-800-528-5200 your merchant number for American Express ONLY is 4411006638.

Discover- 1-800-347-1111 your merchant number for Discover ONLY is   601101437421488.

You MUST enter the transactions into the terminal and close them before you will get credit for the sales as soon as it is up and working again.

Please review Cindy's email below. She details authorization phone numbers that should be used whenever the POS is unable to authorize over the network.  The authorization number she mentions in her instructions is the number which should be entered when prompted for an authorization number on the POS when using "Voice" approval.  

Officially, we should never accept a credit card transaction without receiving this sort of approval if the POS is unable to authorize across the network.  Likewise, we should NEVER just enter a random number into the system to "get past" the authorization number prompt.

If possible, I'd like to get a write up for these procedures from training and Cindy, which can be posted on Centernet and printed in the stores for network outages.  Let me know what I can do to assist.

Good Morning all,

Please make sure that if a company store calls in with errors made on transactions after the batch has been closed, that you give them my extension 2448 and instruct them to call me.  5/3 Bank does not and cannot correct our errors.  They must be done by me.

Thank you for your assistance.

Happy Thanksgiving!

Cindy Burch

5th3rd Merchant Id # is in Tpe_53.ini which is under progra~1\xpientsolutions\creditcardapplication\Fifththird\ 
Info is at the bottom under Host info section

"failed host response data error call 97  12"
Batch # was not incremented. So means duplicate batch response.

Both credit card transactions were transferred to the credit card application and added to the batch.  However, for reporting, the DSR sees each order as a transaction and would only count the first instance of payment, dropping the second one. 
