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Credit Process 

 

This process is used when a credit is requested. 
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Credit Case Submitted 

NOTE: The customer’s request must be via email 

before submitting a case.  

 

Case is submitted.   

Request Category = My Account Management 

Request Type = Credit, Cancellation, 

Credit/Cancellation, Reduction, OR Reduce/Credit 

See the article  How to submit a Request Case for Credit, Cancellation or Reduction 

 

 

Submit to SalesOps for Approval 

Click Submit for Approval button. 

NOTE: You may have to click the drop down to view this. 

 
 

SalesOps Review 

SalesOps reviews case.  

Populate Cancellations/Credits section with the following:  
 

• One Time Amount 

• RMR Credit Amount 

• Credit/Cancellation Justification 

• Contract End Date 

• Contracted Residual RMR Value 

  

https://securityandalarminternalkb.knowledgeowl.com/help/9b63d2b
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Credit Approved Process 

 

SalesOps Approval 

 

1. SalesOps determines case is justified; submits to Accounting queue for approval  

2. Accounting completes internal form and submits to Finance for approval. 
 

Click Approve button.   

 
IMPORTANT: Do NOT communicate this approval to the customer. Only after Finance approves should 

communication occur. 

Finance Approval 

1. Finance Reviews and approves credit. 

2. Once approved, the Credit/Cancellation State = Approved. Case is reassigned to the Accounting queue. 

 

 

 

 

 

3. Accounting team completes Credit Memo field and sends Credit Memo to the customer. 

a. Go to Activity. 

b. Click on the Email tab. 

c. Select the [template] and complete 

the communication to the customer. 

d. After customer acknowledges the 

email, Accounting to close the case. 

. 
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Credit Rejected Process 

SalesOps determines case is not justified; approval rejected. 

1. Navigate to Approval History.  Click on the Step Name: Submit to SalesOps (or click on link from email). 

 
 

2. Select the Reject button. Put in notes as to why the credit is rejected. 

 

 

 

 

3. An email is sent (by SalesOps) to customer notifying them of the rejection. See rejection email template 

below. 

4. A task with the subject of “[External Email Sent] CCC Request Denied” is created on the case. 
 

Rejection Email Template  

{!Today} 

 
Dear {!Case.Contact}, 

 
Thank you for reaching out to us about your credit request. The Bold Group operations team has carefully reviewed your case, 

and unfortunately, we are not able to grant your request for credit. 

 
The satisfaction of our customers is our priority, but we must honor agreed upon terms and conditions and company policies to 

maintain the highest quality, standards, and values in how we do business. 

 
We know this is not the outcome you hoped for and greatly appreciate your understanding and patience throughout this process. 

We want your organization to have success using Bold Group’s software, and we are dedicated to channeling our resources to 

help you gain value from your investment. 

 
If you have any questions or concerns, do not hesitate to reach out by opening a case in the Bold Group Support Portal. 

 
Please know that we appreciate your business and continued partnership with Bold Group. 

 
Sincerely, 
Bold Group 


