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1

Introduction

The purpose of this user guide is to illustrate the Manage DD permissions of the allpay Direct Debit portal
that you will use daily.

By using this guide a user will be able to complete the following tasks:

D U NI NN
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Access the allpay Direct Debit portal
Log on to the allpay Direct Debit portal
Create a new Direct Debit

Search for an existing Direct Debit
Amend an existing Direct Debit

Close a Direct Debit

View Failed payments

For details of File Import/Export and Senior DD permissions please see the complementary document
“Senior DD guide”.

1.1

Accessing the allpay Direct Debit Portal

To access the allpay Direct Debit portal please use the website address https://login.allpay.net

1.2

What are Direct Debits?

Direct Debits are a simple, flexible and automated method of payment collection. A new Direct Debit may
be set up in one of two ways:

1.3

The primary method involves completing a Paperless mandate via telephone or in-person with the
customer

The secondary method is by customer completion of a paper mandate

Key Information about Direct Debits

Only set up a Paperless Direct Debit when you are dealing directly with the bank account holder

If at any point you are unable to proceed with a Paperless Direct Debit, a paper Direct Debit
mandate may be used

If the bank account requires joint signatories, the DDI (Direct Debit Instruction) must be paper-
based and signed by both signatories

Advance notification is required when processing all-new Direct Debit instructions. This period must
include two further working days to allow for the postal system to deliver the Direct Debit creation
confirmation letter or email

Advance notification is required to process all changes to the amount, date or frequency of the
Direct Debit. This period must include two working days to allow for the postal system to deliver the
amendment confirmation letter or email

The initial collection date must be a working day
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e A Direct Debit may be closed at any time. If the Direct Debit collection has entered the BACS cycle
(three working days before collection date), the final collection cannot be cancelled but the
customer can contact their bank and attempt to stop the payment themselves

e If closing and re-opening a Direct Debit on a Bureau scheme, the minimum time required between
the two actions is 1 working day

2 Logging in and Getting Started

Log into the Payments Hub and navigate to Direct Debits. If you don’t have access to the
Payments Hub please speak to your administrator.

Dashboard

Callpay Direct Debit

3 Setting up a New Direct Debit

This section details the 4 steps to complete to set up a new Direct Debit Instruction. When creating a new
Paperless Direct Debit Instruction (DDI), each step contains a script.

Note: If the script has a red asterisk next to it, it must be read out loud to the customer as it is written. If
setting up a Paperless Direct Deb it using a paper mandate, the script will not be required.

In either case, the following steps must be completed to create a new Direct Debit:

3.1 Step 1: Customer Details

1. From the ‘Direct Debits’ menu at the top of the page select ‘New DD’ or select the ‘Create a DD’
quick link
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allpay a

Welcome to Direct Debits

4 Q D
Createa DD Search fora DD Histnriulkzquzsis

‘Events’

2. From the next screen, select the ‘Client code’ from the drop-down box. This is the scheme you
want you set up the DDI on

]
m
LA
[a)
—

r

* Client code

Note: A red asterisk next to a mandatory field indicates that the setup process cannot continue if the field is
not completed. You cannot continue the setup process if you do not populate these fields.

a I I pay Webconnect  Direct Debits Search [a— Files Mamagemers  Helpand suppert m

Create Direct Debit

Step 1: Customer details

Customer Address

Note: You must ask the customer the 3 scripted qualifying questions before you can proceed in setting up a
Paperless Direct Debit Instruction (DDI).
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Note: If ‘No’ is selected for any of these questions a follow-up message will be displayed to inform the user
that a Paperless Direct Debit cannot be processed, and a paper mandate must be completed. Once the
customer has completed and signed the paper mandate you can set up the Direct Debit on the portal.

a I I pay Webconnect  Direct Debits Search Requests Files Manageusers  Help and support 1 alipay hub

4,

Create Direct Debit

Cancel

Enter your customer’s ‘Client reference’. Examples of this include Tenancy Reference number or
Council Tax reference. The reference entered here will be used to identify your customer and when
notifying you of payments made by them (references may contain a maximum of 16 alphanumeric
characters, including special characters). You can change this reference at any time in the
customer contact details

* Client reference TEST1235
#* Last name Account
Title & Initials Test

Enter your customer’s ‘Last name’

Note: Once you have populated the ‘Last name’ field the portal will perform a check on whether the
combination of stated Client Code, Client Reference and Last name is already on the portal. If a match is
found the address details will be populated and the user will be required to confirm, amend, or enter new
details. If an account exists with a Live Direct Debit the user will be able to view the Direct Debit or enter
new details. You cannot have more than one live Direct Debit with this combination.

5.
6.

3.2

Enter your customer’s ‘Title & Initials’

Enter your customer’s address. This is the address of the property where the customer resides.
Please enter the full address, paying particular attention to the Postcode

Select ‘Next’ to continue to the next step

Step 2: Bank Details

This next question asks if the person paying the Direct Debit is different from the customer setup in Step 1:

1.

If the customer details are the same and there is no difference, select ‘No’ and the Name and
Address details supplied in Step 1 will be copied over to the ‘Bank Account Holders Details’. If
someone other than your customer is the Bank Account holder for the Direct Debit setup and
therefore different, select ‘Yes’ and enter the payers’ name and full address in the ‘Bank Account
Holders Details’ section



allpay

allpay Manage DD - User Guide v1.4

Note: The Direct Debit Setup confirmation letter will be posted to the Bank Account Holders address.

a I I pay Webconnect Direct Debits Search Requests Files Manage users Help and support

Create Direct Debit

Step Z- Bank details

count holder information

* Is the person paying the Direct Debit, different to the customer detailed in step 12

Bank account holder's details

S | S Ry S R S N S

Bank details

1. Under the ‘Bank Account Holder’s Details’ enter the ‘Last name’, ‘Title & Initials’, and their
‘Address’. Then enter the ‘Name of account holder’, ‘Sort code’ and ‘Account Number’

i Aol Bl o £ el
o0 e

Note: The Sort code and Account Number details will now be validated using a modulus check, and an
error message will be displayed if the supplied details don’t match.

2. The payer should be asked if they have used this account to make Direct Debit payments before.
Select either ‘Yes’ or ‘No’ and then select ‘Next’ to continue

Note: This isn’'t a qualifying question so you can select No, this question helps to identify if the account the
customer is using for the Direct Debit is suitable as some accounts don’t allow Direct Debits (such as
savings accounts or basic card cash accounts).
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3.3 Step 3: Payment Details

Note: Advance notification is required when setting up all-new Direct Debit Instructions. This period must
include an additional two working days to allow for the postal system to deliver the Direct Debit creation
confirmation letter.

1. Using the calendar, select the ‘Initial date’, which will be the date of the first payment collection.
Dates displayed in dark grey are available to use, dates in light grey are unavailable and cannot be
selected from the calendar. Use the arrows to the left and right of the month displayed at the top to

move between the months

Note: The date of the initial payment MUST be a working day.

a"pay Wabcomect 1 Dictiinitts = bk = Famcs = T Hi = Mamnwers T Hieond movwant m

Create Direct Debit

O  November 2023 O

Mo Tu We Th Fr Sa Su

2. Enter the ‘Initial amount’, which will be the amount taken for the first collection

Payment details

3. Select the appropriate duration for the Direct Debit. Choose from either:

‘Ongoing’ - payments will be collected on a frequency basis (frequency set by user) until the Direct Debit is
closed or amended

Or



allpa
allpay Manage DD - User Guide v1.4 D//'E’pff g@b/.f

‘Fixed’ — this will allow the user to set the number of payments (up to a maximum of 999) to be collected
before the Direct Debit stops collecting further payments

Is this Direct Debit going to be fied or on-going? *Option ( ‘ I5e c:.' -0
; Y 2
1 Please select
"How often would you like the payments to came out from your *Frequency m

account?
Fixed

4. |If you select ‘Fixed’, another field will appear for you to enter the ‘Total number of payments’
which is inclusive of the initial payment. e.g. Entering a value of 10 will mean an initial payment and

9 subsequent payments

.|®

I this Durect Debit going to be fieed or on-going? *Option Fixed

*Total number of payments | 10 [i]

Note: If you want to set up a one-off payment collection, select the ‘Fixed’ option and enter the number ‘1’
in the ‘Total number of payments’ box. The subsequent payment information and frequency will no longer

appear on the screen.

5. Select the ‘Frequency’ of the payments from the drop-down menu. If the option you require is not
available to you, please contact the administrator for the allpay DD portal within your organization

"How often would you like the payments to come out from your " Frequency

account?

Weeldy

A wC .
When would you like further payments to come out of your account? Subsequent date

Fortnightly

| & weekly

*Subseguent amount Monthly

"Please enter the subsequent amount to be debited™
Quarterhy

6 Monthly

Annually
Mext Back Cancel \ J

6. Using the calendar, select the ‘Subsequent date’ field which will be the fixed date for all
subsequent payment collections. Dates displayed in dark grey only are available to use
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[+ ] December 2023 [+]

Mo Tu We Th Fr Sa Su

Please enter the subsequent amount to be debifed

e I
4 5 6 7 8 9 10

11 12 13 14 15 16 17
m i s 18 19 20 21 22 23 24

25 26 27| 28 -29 | 30 31.

Note: If the frequency is set for either weekly, fortnightly, or 4 weekly collections, you must select a day of
the week for collections (Mon-Fri). If the frequency is set for monthly, quarterly, six-monthly or annually you
must select a specific date for collection. If the scheduled collection falls on a weekend or bank holiday,
allpay will collect on the next available working day.

7. Enter the ‘Subsequent amount’, which will be the amount taken for subsequent payments

“When would you like further payments to come out of your account? Subsequent date 1001272023

"Please enter the subsequent amount to be debited?™ *Subsequent amount

o - -

8. Select ‘Next’ to continue

Note: You can go ‘Back’ or ‘Cancel’ at any time during the setup process. If you chose to go ‘Back’ the
portal will retain the information previously inputted. If you select ‘Cancel’ you will lose all the information
for this instruction and the portal will take you back to Step 1.

3.4 Step 4: Confirmation
1. The final stage requires the verification of information provided in previous steps:
v" Relay the script to your customer

v" The script will contain details of how the Direct Debit payment will appear on the customer’s
bank statement

Confirm that the bank account number and sort code are correct before selecting ‘Yes’ or ‘No’

To complete the process, select ‘Confirm’. If you wish to change any of the details provided,
select the ‘Back’ option to navigate back to the relevant step. Should you wish to cancel,
select ‘Cancel’ to clear all inputs and be taken back to Step 1
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Create Direct Debit

its will be made of £10.00 on 10th of December 2023 and every month thereafter.

ALLPAY (PAPERLESS) LIMITED will apper o iect Debit

ten confirmation of thi 3 working days by post.

That completes the set-up of your Direct D

in advance of you

In future, if the payment dates, amount or frequency of y t being debited.

g Society. You have the right to cancel at any time and this guarantee is offered by all the banks and building societies

Test Account, account number 99999999 sort code 99-99-99. Is that corect?

"Thank you for your time, Good bye.

Back Cancel
@ < e You have successfully created a DD, dlick here to view or edit

Helo and support

933191 - UK VAT Reg. No. 666 9148 88
023 allpay Limited

Payment C i (Paoss)

The Direct Debit will now be created and become live on the portal. If the Client code is set up for approvals
and the user does not have Approver rights, then the Direct Debit will become live on the portal once it's
been approved.

2. Thank the customer for their time
3. The following screen will now be displayed
Choose either:
e ‘click here’ to view or edit the Direct Debit
e ‘Main Menu’ to be taken back to the Welcome screen, or

e ‘Create New DD’ to be taken back to Step 1

4 Pre-Schedule Accounts

Pre-schedule accounts - Important points to remember:

A Pre-schedule account is used to set up a Direct Debit Instruction to capture payer details in advance of setting
up a payment schedule. To find out more about Pre-Schedule accounts, please speak to your allpay Sales
Account Manager.

To set up a Pre-Schedule account on the allpay Direct Debit portal, follow Steps 1 and 2 as per Section 3 ‘Setting
up a new Direct Debit’, you will then be given the option to set up a payment schedule or select ‘Next’ to
complete Step 4 the setup.

Note: A Pre-schedule account will close if there is no activity on that account within 13 months of opening.
Note: Payment schedules can be added at any time within 13 months of setting up the Pre-schedule account.

To set up a payment schedule on a Pre-Schedule account, you can add payment details via the customer
account screen (see the section on Amend DD’s).
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5 Variable Direct Debits

Variable Direct Debits allow you to make flexible, ad-hoc collections whilst still utilising all the benefits of our
Direct Debit portal.

A variable DD can be set up face to face, over the phone or online, and can be adaptable to your
customers’ changing circumstances.

When setting up a variable DD, only the initial payment is required in the Payment details step, you can
then add further payments as and when required through either manual input, bulk upload, or API.

For full details of Variable Direct Debits please speak to your allpay Sales Account Manager.

Note: Variable DDs must be on a separate client code to standard DD’s.

5.1 Creating a New Variable Direct Debit

To create a new variable Direct Debit, follow the instructions detailed in Section 3 for Steps 1 & 2 —
Customer details and Bank details.

In Step 3 - Payment details, you will have the option to set up the initial payment only.

1. Using the calendar, select the ‘Initial date’, which will be the date of the first payment collection

Create Direct Debit

Step 1: Customer details } Step 2: Bank details Step 3: Payment details Step 4: Confirmation

Paperless Direct Debit script must be read to the payer.

Payment details

"When would you like the first payment to come out of your account?" *Initia] date ‘ dd/mmlyyyy ‘

"Please enter the first amount to be debited?" *Initial amount ‘ £ 000 ‘

m Back Cancel

Sitemap  Accreditations  Helpand support

allpay Portal v.25.2.514

Registered in England No. 02933191 - UK VAT Reg. No. 666 9148 88
© 2024 allpay Limited

Fully compliant with the Payment Card Industry Data Security Standard (PCI DSS)
150 certification relates to the audit of our registered company address

By continuing to use this site, you agree to the use of cookies,

You can find out more by viewing our conkie policy

2. Enter the ’Initial amount’ to be collected
3. Select 'Next’ to continue

4. Complete the set up in Step 4

6 Search for an Existing Direct Debit Account

1. From the ‘Direct Debits’ tab, select ‘Amend existing DD’
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allpay =

Welcome to Direct

+

Create aDD

How to see correspondence How t

¢ " 'Correspondence history' under t b ddre 2 der the "Contact details’ t
'Events'

the "Historical Requests' 2 'Amend existing DD’

'Direct Debits'

2. Alternatively, you can search for an account by selecting the ‘Search’ option from the top menu bar
and selecting either the ‘Account’, ‘Direct Debit Reference’, or ‘Bank Account Holder’ option, or
use the ‘Search for a DD’ quick link on the Home page

Note: Using either the “Amend existing DD’ or the ‘Search’ option will allow for the same functionality.
3. You can search for existing Direct Debits using 3 different search criteria:

e ‘Account’ - You can search for an account by selecting the ‘Client code’ from the drop-down box
and entering either the ‘Client reference’ or ‘Last name’

a I I pay Webconnect  Direct Debits Search Requests Files Manageusers  Help and support m

Search

Account Direct Debit reference Bank account holder Failed pa

o

Client code Available v

Client reference [ }

Last name | ‘

e ‘Direct Debit reference’ — You can search for an account by entering the ‘DD reference’. The
customer can locate this on their setup or amendment letter/email
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Search

DD reference

Live Direct Debits only

Note: Selecting the ‘Live Direct Debits only’ checkbox will exclude closed or dormant Direct Debits.

e ‘Bank account holder’ - You can search for an account by selecting the ‘Client code’ from the drop-
down box and entering either the ‘Account Name’, ‘Last name’, ‘Address line 1’, ‘Postcode’ or a
combination of any of the above options. You must populate at least 1 field to search for an
account. You can search for ‘Live Direct Debits only’ by ticking the box

Search

o

Client code

Ageount name

Last name

|
|
Address fine 1 |
|

Post code

Live Direct Debits only
D -

Note: Please use the ‘Account’ search option if the bank account holder and account holder are the same
people.

4. Select ‘Search’ to continue

5. From the ‘Account Search Result’ page, the list of applicable accounts will appear. Select the
appropriate account by selecting ‘View Details’ to the right of the account you want to view

al I pay Webconnect Direct Debits Search Requests Files Manage users Help and support ﬁ allpay hub

Account Search Result

Client code Client reference allpay account number Account status Last name Address line 1 More details
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allpay
and/or closed direct debits

6. The next screen will show the ‘Direct Debit summary’, which at this stage will display any live

7. The ‘Payment history summary’ will also be shown, which will show payments

a I I pay Webconnect Direct Debits Search Requests Files Manage users Help and support m

MR | JONES

TONFIELDS, HER
rier 27017569 - Live
= AP3344S566

& TST1
ption: FULLY MANACED PAPERLESS
Direct Debit summary
Client code DD reference Bank sort code Bank account number DD status More details
Date processed Diate paid Amount Channel [Form of payment User

Reason Correction

7 Viewing Existing Direct Debit Account Details

To view an existing Direct Debit account, select ‘View Details’ next to the Direct Debit currently set
up in the ‘Direct Debit summary’ section

1.

allpay >

MR ] JONES
Syt ot HORISEA-Lve
API3LA5566

«TSTI DO Type: Standard
FULLY MANAGED PAPERLESS erence: ADDOOODTE T Live - Collectng |

Current payment schedule

Amount Next payment date :;::""""“‘""’“

Frequency  Collection day Firstpaymentdate 1000 Final scheduled Payments

Remaining
payments payment date requested payments
Future payment schedule
Amount Frequency Collection day First payment date Total payments Final scheduled payment date Payments to request
i g

Payment summary

Date processed Date paid Amount Channel Form of payment User Reason Correction
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2. The ‘Direct Debit summary’ screen will display the ‘Current payment schedule’, the ‘Future
payment schedule’ and the ‘Payment history summary’

Note: If a Direct Debit is created that only has one payment collection then only the “once only” collection
will be shown.

MR ] JONES

5T DO Type
FULLY MANAGED PAPERLESS D reference: ADOODOOIS 00 St JERET)

Current payment schedule

Total Final schedubed Payments Remaining

Previous payment s
Amoant Mext payment date date Frequency Collection day First payment date pa E payment date requested s

Future payment schedule

Amount Frequency Collection day First payment date Total payments Final scheduled payment date Payments to request

Payment summany

Date processed Date paid Amount Channel Form of payment Uker Reaton Correction

3. Anoverview of the screen is as follows:

‘Current payment schedule’

‘Amount’ — The amount due to be collected

‘Next payment date’ — This is the date the next payment will be collected on
‘Previous payment date’ — This is the date the previous payment was taken
‘Frequency’ — The frequency of the payment collection i.e. Weekly, Monthly etc.

‘Collection day’ — The day Direct Debits are collected on. This will either be a calendar date for monthly,
quarterly, six-monthly and annual frequencies i.e. 21st; alternatively, a day of the week i.e. Wednesday for
weekly frequencies e.g. weekly, fortnightly and four-weekly

‘First payment date’ — The actual date the first collection for this DDI was processed

‘Total payments’ — The total number of payments to collect. If this is an ongoing collection, ‘Ongoing’ will
be displayed here

‘Final scheduled payment date’ — If this is a fixed payment schedule, this will be the date the final
payment will be collected. For ongoing payments, ‘Ongoing’ will be displayed

‘Payments requested’ — The total number of payments that have been collected so far for this DDI

‘Remaining payments’ — The remaining number of payments that are due to be collected. For ongoing
payments, ‘Ongoing’ will be displayed here

‘Future payment schedule’
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‘Amount’ — The Amount due to be collected
‘Frequency’ — The frequency of the payment collection i.e. Weekly, Monthly etc.

‘Collection day’ — The day Direct Debits are collected on. This will either be a calendar date for monthly,
quarterly, six-monthly and annual frequencies i.e. 21st; alternatively, a day of the week i.e. Wednesday for
weekly frequencies e.g. weekly, fortnightly and four-weekly

‘First payment date’ — The actual date the first collection is processed

‘Total payments’ — The total number of payments to collect. If this is an ongoing collection, ‘Ongoing’ will
be displayed here

‘Final scheduled payment date’ - If this is a fixed payment schedule, this will be the date the final
payment will be collected. For ongoing payments, ‘Ongoing’ will be displayed

‘Payments to request’ - The total number of payments that will be collected. If this is an ongoing collection,
‘Ongoing’ will be displayed here. This number may differ from the ‘Total payments’, depending on any
conflicting payment schedules that occur in the future

4. To view the Bank account details, select ‘Bank account’ in the top right-hand corner. This will
display the ‘Account Name’, ‘Account Number’ and ‘Sort code’

Contact details | Amend DD

, ASTOM REYARD, HEREFORDSHIRE, HR99 12¢

1 10127569 - Live * Account number: :]
ot reference: API36A5566

mJeruAcmmpﬂu.Ess 00 reference AOOOOOOG|  * Sorteode: G |:\ :I

Current payment schedule

Previous payment . Total Final scheduled Payments Remaining
Amount Next payment date date Frequency Collection day First payment date piyments payment date requested p ots
Future payment schedule
Amount Frequency Collection day First payment date Total payments Final scheduled payment date Payments to request

o

Note: The customer’s Bank Details cannot be amended on the portal. If your customer wants to change the
account the Direct Debits are taken from, you will need to close the existing Direct Debit and set up a new
instruction with the new bank details.

5. To view the associated client code information, select ‘Client code’ in the top right-hand corner.
You can view the ‘Status’ of the Client Code (Live, Pending or Closed), confirmation of the ‘SUN’
(Service User Number) that is associated with your scheme, and confirmation of the ‘Type’ of
scheme
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o Ame et
MR ] JONES
46 V] E. ASTONFIELDS, HEREYARD, HEREFORDSHIRE, HR99 12 Direct Debit
ber: T012T569 - Live SLIN: SIB38S
treference: API3445566
e TS 00 Type Standard
FULLY MANAGED PAPERLESS DD reference: ADOODDOTE VISR Live - Coecting |

Current payment schedule

Total Fimal scheduled Payments Remaining
payments payment date requested payments

Amount MNext payment date :‘;:msw"'mr Frequency (Collection day First payment date

Future payment schedule

Amount Frequency Collection day [First payment date Total payments Final scheduled payment date Payments to request

0 \

7.1 Amending Customer Contact Details

1. From the Direct Debit summary screen, the Customer Contact details can be viewed and amended
by selecting ‘Contact details’ from the top-right menu

Contact details Amend DD Bank account Client code Events

2. This will take you to a screen that displays the current address details on the portal where you can
amend as required. The ‘Account holder details’ are the details of the person the Direct Debit
has been set up for. The ‘Bank account holder details’ are the contact details for the Bank
account holder the Direct Debit is currently being collecting from

a I I pay Webconnect Direct Debits Search Requests Files Manage users Help and support m

Return to DD details
MR ] JONES
46 GROVE, ASTONFIELDS, HEREYARD, HEREFORDSHIRE, HRS9 12E
imber: 270127569 - Live
oo AP33445566
00 Type: Standard
+ FULLY MANAGED PAPERLESS D0 reference: AOOOOOO16 SPLIRATA Live - Collecting |

Account holder details Bank account holder details

Use account holder details:

T (a3 ) w | )

st narme [sones ] *Last nam | |

* Address ine 1 [‘:,.‘.\,”A,,R,..VE J * ddress fine | ‘

Aaessine?  [ASTONFIELDS ] ragsioe2 | )

. oo ) : | ]
HR99 12E *Postcod

3. You can make changes to the client reference here if required
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4. Click ‘Save’to save the changes or ‘Cancel’ to discard any changes

Note: If you need to change the ‘Bank account holder details’ you will need to uncheck the ‘Use account
holder details’ box. Select ‘Save’ for each set of address details that you amend.

5. To return to the Direct Debit details screen, select the ‘Return to DD details’ button in the top
right-hand corner

Return to DD details

7.2 Amend a Direct Debit Payment Schedule (Immediate
Change)
A payment schedule contains details of payment collections, including initial and subsequent payments.

For initial setups, you will see 2 payment schedules; a one-off collection for the initial payment and an
ongoing or fixed schedule for subsequent payment collections. Any future changes that are due to be
applied can also be viewed on this screen. The user also has the option in this screen to:

v/ Edit and delete future payment schedules
v' Add further payment schedules

v' Complete current schedules

Note: To delete a future schedule is referred to as Cancelled. To delete a current schedule is referred to as
Completed.

These steps are only to be followed if you want to amend an existing payment schedule which affects the
next collection. If you wish to amend the payment schedule after the next collection, this will be a ‘Future
Change’ so please see the ‘Add Payment Schedule’ section 7.4;

1. To amend the Direct Debit payment schedule, select “Amend DD’ and select ‘Amend payments’
from the drop-down menu

Contact details | Amend DD ~ | Bank account » | Client code ~

Amend payments
DD clesure options

2. This screen will confirm the payment schedules that are currently in place

3. To edit a payment schedule, select the ‘Edit’ symbol

Note: If you edit a schedule that is currently set up for collection or currently collecting, the change to the
next collection will be IMMEDIATE and may affect the next collection date or the date that the collection will
begin. To schedule a change to the collection to take effect at a later date, please see the “Add Payment
Schedule’ section 7.4.
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a I I pay Webconnect Direct Debits Search Requests Files Manage users Help and support ﬁ allpay hub

Return to DD details

MR | JONES

ARD, HEREFORDSHIRE, HR99 12E

1
 FULLY MANAGED PAPERLESS

rpe: Standard
Payment schedule

c= ADDOD0DTS

Final scheduled Payments Remaining
payment date requested payments

Row  Amount Frequency Total payments

Collection First payment date (actual
day payment date)

Status Edit Delete

Ongoing 12 Ongoing Current

@ X

+ Add payments

Note: When making amendments, you must ensure you allow the required advance notice period before
the changes take effect.

4. If you want to amend the date of the next collection, using the calendar select the ‘Payment date’
for the next collection

al I pay Webconnect Direct Debits Search Requests Files Manage users Help and support ﬁ allpay hub

Return to DD details

1
' FULLY MANAGED PAPERLESS D0 reference: ADDDDOO16 DO Stat:

Payment schedule

Collection  First payment date (actual Final scheduled Payments Remaining .
Row  Amount Frequency . payment date) Tatal payments payment date requested  payments Status Edit Undo  Delete
T T
£289.00 | Monthly “."l' ‘.‘.L‘.‘E i 122) Ongoing Ongoing 1] Ongaing | Current L ‘ ) x
|
Option
Ongoing v:
(] December 2023 0  Frequency
Monthly |
Mo Tu We Th Fr Sa Su |
1 2 3
4 5 6 7 8 9 10
11 12)| 13/ 14/ 15/.16| 17
18|19/ 20/ 21 22/| 23 24
25 26 27 28 25 30 31
+ Add payments

Note: Dates displayed in dark grey only are available to use. Dates in light grey are unavailable and cannot

be selected from the calendar. Use the arrows to the left and right of the month displayed at the top to
move between months.

5. If you want to change the duration of the payment schedule, select the ‘Option’

‘Ongoing’ payments will be collected on an ongoing basis until the Direct Debit is closed or
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amended, ‘Fixed’ will define the number of payments you wish to collect before the Direct Debit
stops collecting further payments

Option

Fixed

6. If you select the ‘Fixed’ option, an additional box will appear where you can enter the ‘Remaining
payments to collect’

Remaining payments to collect
)

7. If you want to change the frequency of the collections, select ‘Frequency’. If you have chosen the
‘Fixed’ option and only selected 1 payment to collect, the option to choose the ‘Frequency’ will no
longer appear

Frequency

Monthly

8. If you want to change the collection amount, you can edit the ‘Payment amount’

Faiment amoumnt
£ 160.00

9. For any changes made, select ‘Apply’ to accept the changes or ‘Cancel’ to discard the changes

Note: If changes are made to an existing schedule and there are other schedules due to take effect or are
currently collecting, an orange warning triangle will show in the Total payments column against any affected
existing schedules as a result of any amendments you have saved.

Note: If the payment amount or date of a currently collecting schedule is edited (and confirmed) this will be
deemed as a completed schedule and the edited payment will be deemed as a future payment.

10. The total number of remaining payments to collect on the old payment schedule can be viewed in
the ‘Remaining payments’ column

11. The ‘Final scheduled payment date’ column displays the current payment schedule

12. You can undo any changes you have made at this point, just select ‘Undo’ for each line of the
schedule you have changed, or ‘Undo all’ to undo all changes
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a I I pay Webconnect  Direct Debits Search Requests Files Manageusers  Help and support m

Return to DD details

; D0 Type: Standard
De: FULLY MANAGED PAPERLESS 00 reference: ADOOOOO1E DD Status: ollecting
Payment schedule
Collection ~ First payment date (actual Final scheduled Payments  Remaining =
Row  Amount Frequency day payment date) Total payments ek dat requested  payments Status Edit Undo  Delete
Q £289.00 | Monthly | 9t 30N2/2022 (09N22022 Ongoing 0am20s 1] Completed ) x
1@ | £25500 | Monthly | Sth 091272023 (N122023) Ongoing Ongoing 0 Ongoing Future = 2

Confirm applied changes Undo all + Add payments

Note: At this stage, the changes have NOT been submitted to allpay to process. Please follow the
‘Confirming Changes’ steps in Section 7.5 to submit changes to allpay.

7.3 Delete an Existing Direct Debit Payment Schedule

1. Alternatively, if you want to delete a schedule, select the ‘Delete’ button against the applicable
schedule on the right-hand side

2. A red circle with a minus sign will appear against the Row Number on the left-hand side to confirm
the schedule that is due for deletion

3. Toundo any changes, select the ‘Undo’ button on the right-hand side to reinstate the previously
deleted payment schedule

Note: At this stage, the changes have NOT been submitted to allpay to process. Please follow the
‘Confirming Changes’ steps in Section 7.5 to submit changes to allpay.

7.4 Adding a New Payment Schedule (Future Change)

This option can be used to schedule any future changes that need to be applied to Direct Debit collections.
Changes to collections will take effect from the initial payment date that you specify:

1. To add a new Payment Schedule, select ‘Add payments’

+ Add payments

2. Using the calendar, select the ‘Initial payment date’. Dates that are not greyed out can be
selected and available to use. Dates in light grey are unavailable and cannot be selected from the
calendar. Use the arrows to the left and right of the month/year to move between months
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* Initial payment date * Frequency

Please select v

o November 2023 ]

nt payment date

Mo Tu We Th Fr Sa Su

29 30

Note: This is the date that the new payment schedule will start collecting from.

3. Next, enter the ‘Initial payment amount’

* Initial payment

amount £200.00

4. Next, select the ‘Option’. For ‘Fixed’ collections, you can then amend the number of payments to
collect by entering a number in the ‘Total number of payments’ box

* option Fred |0

* Total number of

payments a—.

5. Select the collection ‘Frequency’ from the drop-down menu. If you have chosen the ‘Fixed’ option
and only selected 1 payment to collect, the option to choose the ‘Frequency’ will no longer appear

* Frequency Weekly v

6. Using the calendar, select the ‘Subsequent payment date’ to select the subsequent payday or
date

* Initial payment date * Frequency

29/11/2023 | Monthiy v

* nitial payment amount

£ 29000

* 5y

ment date

* Option o December 2023 ]
Enacng o g Mo Tu We Th Fr Sa Su

1 2 3
4|5 6 7 8 9 10
Cancel 11 12 13 14 15 16 17

18 19 20 21 22 23 24

[}
o
n

-} 27 28 29 30 31

7. Next, enter the ‘Subsequent amount’

* Subsequent

amount £250.00

8. Select ‘Apply’ to continue or ‘Cancel’ to return to the previous screen
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Note: A green circle with a plus sign will appear next to the new schedule to be applied and a yellow
warning triangle will appear against any existing payment schedule that has been affected by the new
payment schedule.

MR ] JONES
46 ; VE, ASTONFIELDS, HEREYARD, HEREFORDSHIRE, HRS9 12E
imber: 0127569 - Live
ence. AP33445566
ST 0D Type: Standard
1 FULLY MANAGED PAPERLESS D0 reference: AODDOOO16 EJSENS Live - Collecting |
Payment schedule
Collection  First payment date (actual Final scheduled Payments Remaining .
Row  Amount Frequency day payment date) Total payments payment date requested payments Status Edit Undo Delete
£289.00 | Monthly | 9th 30/12/2022 (09/12/2022) Ongoing A | oamzo3 2 | comrent | @ ‘ x
2@ | £29000 | Once 25th 29/112023 R9M2023) 1 biliTploE] 0 1 Futuwre | (& 3
1) | £290.00 | Monthly | 9th 09122023 (M12/2023) Ongoing Dngoing Ongeing Future £ 2
Confirm applied changes Undo all + Add payments

Using the above example, the existing payment schedule on ’Row 1’ is an ’'Ongoing’ collection that
collects on a ‘Weekly’ frequency basis. The yellow warning triangle indicates that the new Payment
schedules below will impact the current ongoing collection and that the ‘Remaining payments’ have now
been updated from ‘Ongoing’ to “1’ and the ‘Final scheduled payment date’ has been updated from
‘Ongoing’ to ‘04/02/2021°, when the new payment schedule will then take effect.

Icon definition summary

The yellow triangle indicates a new payment schedule that will interrupt the current ongoing
collection

O The green circular positive sign indicates that a new schedule is to be applied at a future date

9. If you need to edit or delete any payment schedules, use the ‘Edit’ and ‘Delete’ options detailed in
the previous steps in this guide

10. To undo any changes, select the ‘Undo’ button to remove the newly entered payment schedule

Note: At this stage, the changes have NOT been submitted to allpay to process. Please follow the
‘Confirming Changes’ instructions below to submit the changes to allpay.

7.5 Confirming Changes

1. At this point, no changes have been permanently applied to the payment schedule. To confirm
changes, you need to select the ‘Confirm applied changes’ button on the bottom left-hand side of
the page or you can select ‘Undo all’ and all changes due to be confirmed will be removed

Confirm applied changes Undo all
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2. A confirmation box will appear, and you can select ‘Ok’ to apply the changes or select ‘Cancel’ to
go back to the previous screen

Please confirm you wish to amend the
schedule?

‘?| Cancel

3. The new ‘Future payment schedule’ will be displayed, including conflicts if appropriate. Again,
you can check the total number of payments that are due on each schedule, including when the
final scheduled payment is due for each schedule

allpay =

MR ] JONES
46 VILLA GR Hmzrsssuv:‘ RDSHIRE, HR99 12F
ence: API344S566

ent code: TSTI Standard
t107: FULLY MANAGED PAPERLESS [ reference: ADODOOOIE. ollecting

Current payment schedule

Total Final scheduled Payments Remaining

fiount 5 Me! payment dete payments. payment date requested payments.

Previous payment
date

Frequency Collection day First payment date

Future payment schedule

Amount Frequency Collection day First payment date Total payments Final scheduled payment date Payments to request

Payment summary

Date processed Date paid Amount Channel Form of payment User Reason Correction

Note: If changes require approval by an Approver before they are sent to allpay for processing, you will not
see the new payment schedule in the ‘Future payment schedule’ until the request has been approved.

7.6 Closing a Direct Debit

1. Select “Amend DD’ from the menu options at the top right, then select ‘DD closure options’

Contact details | Amend DD Bank account Client code Events

Amend payments

DD closure options

2. A note appears, stating that if a payment is due to be requested in the next 3 working days before
the closure date, closing the Direct Debit will not stop the payment request and the customer must
contact their bank to stop the payment
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“If a payment is due to be requested in the 3 working days before the cosure
date, closing the Direct Debit will not stop the payment request, you must
contact your bank to stop the payment.”

3. Choose the appropriate option from the 2 that are available:

e ‘Close immediately’ - Select this option if you wish to override all uncollected payments.
Changes will take effect immediately and no further payments will be collected (there is no
requirement to enter a date in the date field if this option has been selected)

® Close immediate Iy

O Set a future closure date dd/mmdfyyyy

e ‘Set a future close date” - Select this option to continue collecting payments under the
original instruction. Payments will continue to be collected until the date specified in the ‘Date’

field

MR | JONES
46 VILLA GROVE, ASTONFIELDS, HEREYARD, HEREFORDSHIRE, HR99 12E
allpay account number: ZR0TX1569 - Live

- TST1
0. FULLY MANAGED PAPERLESS 0D reference: ADOOOOOTE

requested in
panyme

o November 2023 ]
Cancel
Su Mo Tu We Th Fr Sa

20 21 22 23 24 35
27 28 29 30

4. When complete, select ‘Confirm’ to accept and a confirmation box will appear. Select ‘Ok’ to
accept or ‘Cancel’ to return to the previous screen

Please confirm that you wish to close the
Direct Debit on the 02/01/2024

@  Setafuture cosure dste 0210112024 ok || canced

5. You will now be taken back to the DD Details screen

6. If you selected ‘Close immediately’, the ‘DD Status’ will now appear as closed

DD Status:
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7. |If you selected a future closure, the future closure date will be displayed under the DD Status and
the ‘Payment Schedule’ will be updated

DD Type: Standard

BIENGIIEN Live - Awaiting first collection

DD future close date on: 04/05/2021

8. The ‘Final scheduled payment date’ will now be updated with the final collection date, based on
the date the closure is due to be processed and the ‘Payments to request’ will detail the number
of collections remaining before the Direct Debit is closed

Note: Once a Direct Debit has closed, the Instruction with the payer’s bank will be cancelled and you
cannot reinstate it.

7.7 Amend or Remove a Future Closure Date

For a Direct Debit which already has a future closure date set, this can be either amended or removed by
using the additional options provided:

e ‘Close immediately’ - Select this option if you wish to override all uncollected payments. Changes
will take effect immediately and no further payments will be collected (there is no requirement to
enter a date in the date field if this option has been selected) and any future closure date pending
will be cancelled

e  ‘Amend future closure date’ - Select this option if you wish to amend the date of an existing
future closure (current future closure date shown by default). Payments will continue to be collected
until the amended date specified in the ‘Date’ field

a"pa\/ Webconnect  Direct Debits Search Ruquests Files Mansgausers  Halp and support m

D0 Type: Standard
reference ADDDDOO3Z DD future dose date on: _ 07/02/2024

e ‘Remove future closing date’ - Select this option if you wish to remove an existing future closure.
Following the confirmation, payments will continue to be collected as per the schedule

Remowve future closure date

7.8 Events

The allpay Direct Debit portal offers an Event feature which has the functionality to display the customer’s
Correspondence history, Full payment summary, and Future payment schedule.

To access the Event function:

1. Search for the customer’s Direct Debit account then choose ‘Events’
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5T R e Colectog |
1 FULLY MANAGED PAPERLESS DD reference: ADDDOOO32 DD future close date on: _ 07/02/2024

Current payment schedule
Amount  Next payment date 'd’;f:im""’\""""‘ Frequency Collection day First payment date Total Final scheduled Payments Remaining

payments payment date requested payments

Future payment schedule

Amount Frequency Collection day First payment date Total payments Final scheduled payment date Payments to request
i N
Payment summary

Date processed Date paid Amount Channel Form of payment User Reason Corection

2. Select ‘Correspondence history’ from the drop-down menu

Correspondence Notification Advance Motice v

Customer Cormespondence

Method Type Client code Recipient details Date w (opies Status View Returned reasan

Amend ONES Origin Pending (Queved L

3. All correspondence that is related to the Direct Debit for the customer can be viewed by selecting
the ‘View’ icon. A PDF version of the original will be displayed

4. If any letters have been returned undelivered, the ‘Returned reason’ will be displayed here
5. Select ‘Return to DD details’ to return to the customers' details

6. Select ‘Full payment summary’ to view the customers’ full payment summary detailing every
payment and failed payment

7. Select ‘Future payment schedule’ to view the dates and amounts of the next 13 future payments

8 Customer Communications - Email Notification

If you have subscribed to email notification (to replace postal notification), you will need to capture your
customers' email addresses on the DD portal.

This can be done in several ways:
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e New DDI — when setting up a new DD instruction you will be able to capture the customers' email
address in Step 2 of the process under ‘Bank account holder details’

e Add to an existing DD — use the contact details section to add your customers’ email address

e Bulk upload — use the ‘Bulk email import template’ available in the ‘Help’ section to bulk upload
customer email addresses

e [f any of your customers would prefer to receive letters rather than emails, please leave the email
address field blank

Note: If you would like to set up any of your DD schemes to include Email Notification, please speak to your
allpay Business Development Manager.

8.1 Capturing an Email Address for a New DDI

1. Complete Step 1 of the new DDI process as usual and select ‘Next’ to continue

2. At Step 2 under ‘Bank account holder details,’ you will have the option to record the customers’
email address

Create Direct Debit

Step . Customen dets Step 2 Bank detals } tep3: Payment deta Step 4 Confirmati

Paperless Direct Dbt script must beread to the payer

Bank account holder information

*1s the person paying the Direct Debit, different to the customer detailed in step 12 O v

Bank account holder’s details.

=
[
(=
[
=

“tfyouwould e o eceive your O grespondence viaemai, an you please tellmethe

Bank details

"Canyou tell me the name of the bank *Name of account holder ‘ ‘
account holder —

"Canyoutell methesortcode andaccount. *Serteade IERENES
number?”

* Account numbes [ ]

*'Have you usedthisacount o male Direet. O ¥es o
Debit payments before?” o)

m Back Cancel

3. Continue with the setup process to the end of Step 4 and once you have confirmed, the system will
send an email to your customer asking them to verify their email address to receive an email
notification in the future

4. A letter will still be sent out for the setup confirmation

Note: Your customer must click on the email link sent to them to verify their email address and to confirm
they can receive further communications via email, for us to utilise this communication method in the future.
Until they verify their email address, allpay will continue to communicate via letter.
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8.2 Capturing an Email Address for an Existing Customer

1. Search for your customer to view their account

2. Select ‘Contact details’

Contact details | Amend DD Bank account Client code Events

3. There is the option to capture the email address under the ‘Bank account holder details’

MR ] JONES
46 VILLA GROVE, ASTONFIELDS, HEREYARD, HEREFORDSHIRE, HR99 12E
allpay account number: 270127569 - Live

Client reference: AP33445566 Advance Notification Type: Postal
Client code: TST1 DD Type: Standard
Description: FULLY MANAGED PAPERLESS DD reference: AODOD0016 DDRENE Live - Collecting

Account holder details Bank account holder details

Use account holder details:

Title & Initials [ MR J Title & Initials [ MR J
#Lastname [JONES *Last name [JONES
*Address line 1 [ 46 VILLA GROVE *Address line 1 [ 46 VILLA GROVE

Addressline 2 [ ASTONFIELDS

|
|
|
Addressine2 [ ASTONFIELDS |
I
I
|

*Town [ HEREYARD *Town [ HEREYARD
County [ HEREFORDSHIRE County [ HEREFORDSHIRE
*Postcode [ HR99 12E *Postcode [

L —

Email address [ Mrjones@allpay.net D
—
Cancel m onee

4. Select ‘Save’

5. The system will send an email to your customer asking them to verify their email address to receive
an email notification in the future

Note: Your customer must click on the email link sent to them to verify their email address and confirm they
can receive further communications via email, for us to utilise this communication method in the future. Until
they verify their email address, allpay will continue to communicate via letter.

If the customer requires another verification email to be sent out to them, you can:
e  Search for their account as above

e Select ‘Contact details’ then ‘Resend verification email’
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allpay

Tide & Iniials | MR P

#Last name. JONES

*Addressline 1 | 12 ACACIA GARDENS

Address line 2

*Town HEREFORD

County

#*Postcode HR89 7TY

Cancel

* Last name

* Address line 1

*Town HEREFORD

*Posteade R89 7TY

Use account holder details:  [7]

Title & Inials RP

Address line 2
County

Email address | p jones@emai

il com
Cancel < Resend Verification Email >

O —

8.3 Exporting Email Address Status

You can download an email status report directly from the portal which includes emails pending verification
of where no email address has been supplied on live Direct Debits.

1. From the Search tab, select Email address status

Search

Acount | DirectDebitreference  Bankag

@ Please enterthe dient eference or the lastnar

alpay I

Files Manage users ‘ Help and support

Emal address status

Clentcode. ([ Avaial

Gt reference [

stame [

(paipss)

2. Select the client code you wish to report on

3. Select the Verification status and select Search:

e All - all Direct Debits with verified email addresses, pending verifications, and those with

no email supplied

e No email address supplied - these Direct Debits do not have an email address supplied

e Pending verification — this shows all Direct Debits that have an email address supplied

but not yet verified by the customer

e Email address verified — this shows all Direct Debits that have an email address live and

verified

4. You can export the search results to an Excel format, and/or view individual customer details as

required

5. The export will show a list of records and their verification status
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File Home Insert Pagelayout Formulas Data Review View Automate Help Acrobat

fﬁ 4 |catibri vt A A

poste B B I CH A A v

.o == -

Cipboard 1§ Font [ Alignment 5

HE vt S
A B C D E
1 Client Code Client Reference LastName  Email Address Verification Status
2 ST JOHN DOE No email address supplied
3 TST1 SMI001 SMITH No email address supplied
4 TsT1 12345 TEST No email address supplied
5 TST1 MV223344 VARKO No email address supplied
6 |51 DD12345 BUTTON No email address supplied
7 TST1 504687 SMITH No email address supplied
8 TST1 AP091014/A  JENKINS No email address supplied
9 TST1 AP091014/C  HALIFAX No email address supplied
10 TST1, DD667788 HAMMOND No email address supplied
11 TsT1 AP091014/D  VETTEL No email address supplied
12 TST1 cC223344 COOPER No email address supplied
13 | TsT1 AP12345678  SMITH No email address supplied
14 TST1 AP33445566  JONES No email address supplied
15 TST1 DD2121 BACON No email address supplied
16 TST1 123456 COOPER No email address supplied
17 TST1 123456 LAND No email address supplied
18 | TST1 DD12345 T No email address supplied
19 TST1 12345 JONES No email address supplied
20 TSTL 12345 SMITH No email address supplied
21 TsT1 123456 HUBBOCK No email address supplied
22 TST1 AP2411A HAMILTON No email address supplied
23 TsT1 AP24118 ADAMS No email address supplied
24 TST1 AP2411C JONES No email address supplied
25 TST1 AP2411D ADAMS No email address supplied
26 TSTL AP2411F SMITH No email address supplied
27 TsT1 AP2411E BENSON No email address supplied
> Email_Address_Status_Report_TST +

General v
@B % 9 %N

Number &

8.4 Email Notification Bulk Template

You can upload email addresses in bulk using the Bulk Email/Mobile Template which can be found on the
training page here: Templates | allpay

File  Home
B 2
paste. 1B
- 8
Clipboard 15

AD10 ~

A
1 Client Code
2 (mandatory)
3 |(mandatory)

< >

Insert Page layout Formulas Data Review View Automate Help Acrobat
|catibri M YA A == = E
B I U~ - & A~ B = 9 |
Font ~ Alignment Number
XV fe
B D J AD AE
Client Reference  Surname Mandate Type  Email Address  Mobile Number
(mandatory) (mandatory) E (mandatory)
(mandatory) (mandatory) M (mandatory)
Sheet1 +

Edit ES ¥ Accessibility: Unavailable

1. Using the information gathered in the Export email address status report you can fill in the
mandatory columns A, B, D and AD and save the file ready to upload

Note: The file names should not include any of the following: # % & {}\<>*?/$!'": @ or blank

spaces

2. From the Direct Debit home screen, select File then File Import DD

3. Browse for your file and upload


https://www.allpay.net/training-homepage/direct-debit-training/direct-debit-templates/

4,

5.

7.
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The Imported records summary will display the outcome of the initial upload

allpay

a I I pay Webconnect Direct Debits Search Requests Files Manage users. Help and support m

Imported records summary

File name Created on Imported on File status Total records Outcome

Bulkemailtest1 xls 30/01/2024

30/01202413:4507 Ta submit 2 2 records ready to submit
0 records unable to submit
0 submitted records
0 cancelled records

Select the records ready to submit. You can now submit all or selected records, or cancel all or

selected records

a I I Pay Webnnect  Direct Debits Search Requests Files Manageusers  Help and support m

Records imported from file: Bulkemailtestl.xls

Recordtype. (4
Submit all records 2 Submit selected records 0 Cancel allrecords 2 Cancel selected records 0
DD records ready to submit
Creation date  Created by Listupdatedate  Lastupdatedby  Clientcode  Clientreference  Lastname Record type Select[]
jakichurchust TSI smith Emailadéress
jakichurchust TSTI Jones Emailadéress

1-20f2

First Previous 1 Next Last

Once submitted you will be able to review your Imported records batch summary

a I I pay Webconnect Direct Debits Search Requests Files Manage users  Help and support m

Imported records batch summary

= T o Batch Type Total Total Total Totalreadyto  Total unable Total File
L status VP records  submitted  cancelled  submit to submit processing  summary

N T N

20/0V2024 152612 Completed | Submission

Any records unable to submit will be listed and these can be viewed and exported to review the

error/reason for submission failure
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a I I pay Webconnect  Direct Debits Search Requests Files Manageusers  Helpand support m

Records imported from file: Bulkemailtestl.xls
Record e (a
Cancelallrecords2 Cance seected records 0

DD records unable to submit
or

Created by dated by Client code. Last name Record type: Select[]

ichuchust emal address o

ichurchust emal address o

1-20f2
First Previous 1 Next Last

File Home Insert Pagelayout Formulas Data Review View Automate Help Acrobat

ﬁh] X Gibi o A A == 4;“‘7 . 2 |General ~| [l conditid
- - g = ., O

PasteEB B I U -« & A = === 8- B8~ % 9 [Zifomat,
M - % 58 I cell sty
Clipboard [ Font (5] Alignment [ Number n

G3 v i S

A B C D E F G H J K

1 Client Cod Client Refe Title/Initia Surname  Mandate TError

2 |TST1 Test123454 Hoggs E Email Address must be provided.

3

4

5

[

8. If required, changes can be made then resubmitted following the above process agin

9 Payment Notification via Email and/or SMS

Payment notifications can be enabled for any of your schemes and can be used to send out payment
reminders, failed payment notification, and re-presentment notification to customers via email and/or SMS.

To take advantage of this feature the customer’s account should contain the email address and/or their
mobile telephone number.

Note: We do not require the customer to verify their email address to receive payment notifications.
Details on how to capture an email address can be found in Section 8 — ‘Email Notification’.

For further details of payment notification please see the “Senior DD guide”.

9.1 Capturing a Mobile Telephone Number

You can capture a mobile telephone number for your customer in several ways:

e New DDI — when setting up a new DD instruction you will be able to capture the customers' mobile
telephone number at Step 2 of the process under ‘Bank account holder details’

e Add to an existing DD — use the contact details section to add your customers’ mobile telephone
number

e Bulk upload — use the ‘Bulk Email/Mobile import template’ available in the ‘Help’ section to bulk
upload customer mobile telephone numbers



allpay

allpay Manage DD - User Guide v1.4

10 Failed DD Payments

Failed DD payments are scheduled collections that have been returned unpaid via BACS.

10.1 Searching for Failed Payments

1. From the ‘Search’ tab, select ‘Failed payments’

allpa

Welcome to Direct Debits

+ Q

D

Create aDD Search for a DD

Historical Requests

‘Correspondence history Contact details’

2. Select a 'Client code’ from the drop-down box, enter any further search criteria and select
"Search’

Note: If a client code is enabled for re-presentment, the re-presentment date search criteria will also be
displayed.
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3. Review the list of failed payments. The ’Re-presentment date’ field indicates the date allpay will
re-present the payment for collection
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Failed Direct Debit Payments Search Result
Cient code Cient reference Last name (Original collection date Re-presentment date Amount  Reason DD status More details

4. Select ’View Details’ to view an individual account

5. To export all the failed DD payments listed to an Excel spreadsheet, select ‘Export Failed
Payments’

11 Set-up Rules & Bacs Requirements

As an allpay user, you must ensure that you follow the script provided by allpay on the allpay Direct Debit
portal for set-ups over the phone and face to face. This script has been approved by our sponsoring bank
and Bacs. The use of this script shall ensure that the Payer has clear information and is left in no doubt that
they have agreed to pay by Direct Debit and have set up a Direct Debit Instruction (DDI).

Collection & Validation of Payer’s Details:

e |tis important for you, the user, to verify the identity of the Payer and their address, before the
creation of any Direct Debits

e |tis also essential that you, the user, obtain from the Payer, details of their bank account including
the sort code, account number and account name

e You MUST confirm that the Payer is the only person to authorise debits from this bank account.
This information will assist allpay in its compliance with the rules of our sponsoring bank and Bacs
before we can submit the Direct Debit Instruction (DDI) to the paying bank

Note: If the customer is not the account holder and therefore not the payer, or more than one person is
required to authorise debits from the account, a paper DDI must be sent to the payer(s) for completion. The
Direct Debit must not be set up until this paper DDI is completed and duly authorised by the payer(s). The
original paper DDI MUST be sent to allpay.

e As you enter the Payer’s account details into the allpay Direct Debit portal, either on the telephone
or face to face, our portal will automatically perform a ‘modulus check’ on these details. This will
enable you to correct any invalid information

e During the sign-up process, you need to confirm to the Payer:
1. The first collection date
2. The frequency of the Direct Debit
3. The amount that will be taken

Note: If at any stage the payer does not wish to proceed with the Direct Debit sign-up process, a paper DDI
can be sent unless a payer withdraws from requesting a Direct Debit payment completely. As always, the
Direct Debit Instruction must not be set up until a completed paper DDI, duly authorised by the payer, has
been received by you, our client.
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11.1 Confirmation of Payer Sign-up

allpay will issue the Payer with a written Direct Debit confirmation letter within three working days of sign-
up. The letter will include the Payer’s sort code, account number (the first four digits will be obfuscated),
account name, Direct Debit Guarantee and reference number.

This confirmation letter incorporates the Advance Notice and will be received by the Payer no later than the
required advance notice period before the first collection, [i.e. in advance of the account being debited].

As the confirmation letter and the Advance Notice are incorporated as one, it also includes the amount to be
debited, first collection date, frequency and advance notice period.

Payer’s Records: For the protection of Payers, allpay will maintain archive records of all communications
with the Payer, i.e. Direct Debit Confirmation Letter and Advance Notice.

Note: Proof of dispatch of a confirmation letter incorporating advance notice is not proof of receipt by the
payer.

We will maintain information for all your Payers’ current records. This will cover information in respect of:
e Creation of new Direct Debit Instructions
e Amendments and cancellations

e Records of amounts and dates of payments collected including identification of initial and final
Direct Debits

11.2 Contact Information

allpay provides a wide range of support services which covers all aspects of the business and its products
and services. Normal office hours at allpay are 8:00 am to 6:00 pm Monday to Friday:

Contact details can be found on our website: www.allpay.net


http://www.allpay.net/
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We make payments easy

For all contact details please refer to our contact page on our website: www.allpay.net
allpay Limited, Fortis et Fides, Whitestone Business Park, Hereford, HR1 3SE
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