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How to start managing your Online Merchant Account

This guide shows you how to set up your Online Merchant Account
so you can view and manage your transactions, update your user
details, and much more.

It's quick and easy to get started.

Simply follow this step-by-step guide to:

Activate and manage your online Account 3
L og in to your Online Merchant Account 9
Understand your Account dashboard 10
Update your profile and settings 11

Send a request securely 14




Activate and manage your online Account

The first stage is to set up your Online Merchant Account online so
that you can view status of payments to your American Express
Account, respond to Card Member disputes, and update your user
profile details.

First, click on ‘Register now' on the merchant home page at
americanexpress.com.au/merchant.

You will then land on the registration page to complete the following
steps:

1. Verify Merchant Account (see page 4)

2. Createuser|D and password (see page b)
3. Managefinances (seepage6)

@ TIP: Please prepare Merchant Account number and Bank

details. Merchant Account number isin paper statements from us.

Login to your Merchant Account
USERID

PASSWORD

Online Merchant Account Registration

1 Verify Merchant Account

Please enter your Merchant Account Number and Post Code

Merchant Account Number Post Code of Physical Address

® ®




Step 1 - Verify Merchant Account

The first step is to tell us who you are. Simply follow the on-screen
prompts to create your profile.

1.  Enter your Merchant Account number and the postcode that is
linked to this particular Merchant Account number.

@TIP: The blue oval in the illustration at the bottom of this page
shows where you can find your Merchant Account number on
your paperstatement. Itis atthe top left section just under the
page number.

2. Click ‘Continue’. If your details match our records, you will see
that step 2 becomes available.

If they don't match, you will see a message to call our Merchant
services team. They will be able to help you confirm the correct
Merchant information we have on file for you.

Online Merchant Account Registration

1 Verify Merchant Account

lerchant Account Number Post Code of Physical Address

©

"lease enter your Merchant Account Number and Post Code

@

GLOBAL MERCHANT ABH 52108 802 088, GLOCLE
% SERVICES Statement Date  Merchant Number
3/12/15 979 XXX XXX X

Here to Help
Callus on 1300 363 614 or visit

americanexpress.com.au/merchant
SAMPLE MERCHANT

ADDRESS LINE1
ADDRESS LINE 2




Step 2 - Create user ID and password

The second step is to set up an online user Account. Follow the on-
screen prompts.

4.

Begin by creating your user ID and password, and by providing
your business role. If you need help in creating your user ID or
password, clickonthe ‘i"icon to see the guidelines.

TIP: You can have anumber of different user IDs linked to a
single Merchant Account number to allow other authorised
employees to access your Online Merchant Account. Each new
user will need to set up their own unique user ID and password
through the 3 step registration process.

Select a security question and answer. This will be used to help
you resetyour password if you forget it.

Continue to enter your name, email address, and your mobile
phone number (optional) sothat we can contact you regarding
your Account.

Click Continue

@ TIP: Make a secure note of your user ID to help you remember it

for future log-ins.

2 Create User ID and Password

User ID, Password and Role o

User ID
Password
Confirm Password

User Role

Select one v

Account Recovery

Security Question e

Choose A Question A @

Answer

Contact Information

First Name

Last Name

Email Address

Confirm Email Address

By providing your email address, you agres o recieve information about produc s, services an
offers from American Express. If you provide us your personal emai address, then we wil use
that email address as business emai adddress for communic ations from Amerizan Express,
For information about how we protect your privacy, please read our Privacy Statement

Mobile Number (optional)

1fyou provide us with your mobile number to be used as your business contact number, we wil
use this information s your business information for purposes of our relationship with you. By
providing your mobie number, you sgree that we may contact you at the mobie number with
account information and marketing, and these communic ations may include autodiled calls or
SMS (*text’) messages andior artiizial or pre-ret orded voice cals. You £an use our services,
without agreeing to receive these communic ations.




Step 3 - Manage finances

Once you successfully complete step 2, step 3 ‘Manage finances’
becomes available.

All available online access options are pre-ticked for you, and you
can tick or untick based on your needs:

View payments: see and download payment details, receive
e-statements/e-invoices, and track when you will be paid for
submissions.

Resolve disputes: don't wait for the mail — view and respond to all
your disputes and chargebacks inone place online to avoid no-
reply chargebacks.

Manage your Merchant Account: edit details of your Account
and user profile. (see more in the ‘Update profile’ section of this

guide (see page 10).

Now enter your bank account information already on file with
American Express and click on ‘Create Account'’. This will verify
your details for security and privacy purposes.

TIP: Use the bank account details that are linked to your
‘Payee Account’ that we make payments into.

3 Manage Finances °

Select Online Access Options

View Payments Resolve Disputes Manage Your
Merchant Account

Enable access to data updated Enable handling of your billing

daily. This may eliminate disputes online. This may Select to make changes to your

processing delays and phone virtually eliminate "no-reply” account information such as

calls chargebacks. store names, address and

phone numbers. Learn more

Enter Bank Account Information Don't Have Financial Information Ready

We only require you to enter your bank details for verification purposes e

Bank Sort Code ( Please enter in a format of 000000 ) Bank Account Number

®

)




Step 3 — Manage finances (continued )

4.

®

Click ‘Create Account’, and you will be asked to accept the terms
of use as the final step as shown on the next page.

TIP:If youdon't have your bank Account details at hand, you can
still continue with the registration with restricted access. You
have the option to pause the activation process here. First, click
‘Don't have financial information ready?’. Then you will see abox
‘Continue creating an Account add finances later’ appear.
Simply click on ‘Create Account'.

Pausing the process at this stage will still allow you to order

signage, online logos, and other materials for your business.
o i )

Please call us at 1300363614 once you have your bank details

ready. Our services team will assist youto complete enrolling to
the online services as you need.

View Payments

Enable access to data updated
daily. This may eliminate
processing delays and phone
calls.

Enter Bank Account Information

Resolve Disputes

Enable handling of your billing
disputes online. This may
virtually eliminate "no-reply”
chargebacks.

By signing up to ma
Disputes online,
und

longe:

dispute i

Learn more

Manage Your
Merchant Account

Select to make changes to your
account information such as
store names, address and
phone numbers. Learn more

Don't Have Financial Information Ready?

We only require you to enter your bank details for verification purposes

Bank Sort Code ( Please enter in a format of

000000 )

Create Account

®

Bank Account Number




Step 3 — Manage finances (continued )

5. Read the Terms and Conditions and click ‘'l agree, continue’.

Terms & Conditions for Merchant Site

Now you are ready to take full advantage of online tools that

help you manage your merchant Account and control your cash Please Review the Terms & Conditions en_GB.pdf

flow effectively.
AMERICAN EXPRESS

Merchant Site Terms and Conditions

The Merchant Site is provided by American Express Payment Services Limited (referred to as “American
Express”, “our”, “us” or “we”). These Merchant Site Terms and Conditions (“Merchant Site Terms”)
govern you and your company’s use of the American Express merchant site made available at
www.americanexpress.co.uk/merchant and use of the "Point of Purchase” section of the Merchant Site

(the “Merchant Site” respectively).

Your access and use of the Merchant Site is also governed by our Website Rules and Regulations, our
Online Privacy Statement and your Card Acceptance Terms and Conditions which together form part of
the Merchant Site Terms and are a legally binding agreement with you.

Important Notice: By accessing and using the Merchant Site, you are indicating that you have reviewed,
understood and agreed to these Merchant Site Terms. Before registering for the Merchant Site, please
read these terms carefully. If you do not understand or agree with any portion of these Merchant Site

By clicking the “I Agree, Continue” button below, | confirm | have reviewed and agree to the above Terms of Use and | certify | am authorised to enter into
this agreement on behalf of the merchant named above.

Cancel e 1A Continue




Log in to your Online Merchant Account

E L Mo s e © wankce @ sewaso | AN

Logging in to your Online Merchant Account is easy. Simply enter
the user ID and password you created from Looknt your Merchat Accng
americanexpress.com.au/merchant.

PASSWORD

Support for new merchants

Getting starfed with your new American Express®

If you are a new Merchant and opted to receive E-statements, you Merchant Ac inple/Sa Y, can get the
. . information need and welcome American Express
have received 2 emails from us that share your user ID and Cards i your business a8 oon as passible

temporary password. If the temporary password has already S
expired, or you are unable to locate the emails, please call us at 1300

363614

‘Forgot UserID or Password’ link under the ‘Log in*‘ box. You
will be asked to confirm your user ID inorder to reset

password. To retrieve your user ID, you will need to confirm
the email address that you provided to us when you registered

We need to verify your identity

We don't recognize the computer you're using. This may have happened because you're using a new device or deleted your cookies. For

for the Account. Jour securty, lease eter 1o One-Timo Coe that was sent o~ @aexp com
ONE-TIME CODE
® We are taking extra steps to increase the security of your e o
Account. If you are logging inusing anew device or browser,
. Did not receiva your One-Time Code? Resend or
you may be asked to further verify your Account through ID Uso a cilerent vartation ehod

questions or a one-time code.

| Cancel ‘ Reset




Understand your Account dashboard

Once registered, every time that you log inusing your user ID and password
you will see your Account dashboard first.

1.

You will see new notifications about your Merchant Account. Click the
arrow icon to seeyour latestalerts.

Navigation menu is located at the top and also at the top left corner of the
page, just under your business name.

This section shows the summary of payments such as the latest payments
made, upcoming payments. It alsohas direct links to take you to e-
statements, and to view all payments details.

Here you can see a top-level view of your disputes and chargebacks. If you
would like to view all your enquiries inmore detail or respond to any
disputes, please select ‘See all disputes’ or click on the specific disputes
casein the section.

You can view examples of our complimentary signs and supplies. Clicking
on ‘Browse selection’ will take you to the page where you can see the full
selection and place orders.

Note: The Account dashboard view may vary for each user, depending on your level of activation

and the options you choose. The Account dashboard shown here displays information for a user
who has completed all three activation steps and has enrolled to manage finances - with the
options to view payments, resolve disputes, and update their Account online.

L WYACCOUNT ERCARDS D TRAVEL ) WSURANCE ) REWARDS ] BUSINESS

[ I—————— -

BUSINESS NAME

Order logos and
supplies

Puli
Push

L2 Youhave 1 new noficasion

Payments E-

Settlements

AUD $52,024.13

Last 7 Days

Last 30 Days

Disputes

Take Action

24/09/18
26/09/18
1 3 27/09/18

27/09/18
30/09/18

979 81151
9798.111 53
9799811153
9799811153
9799822028

Take Action @

Pending

AUD $52,02413
AUD $0.00
AUD $0.00

Month to date

Closed

D-7237705
D-7234865 ¥

AUD 5132.95

See Al Take Action Disputes

Complimentary Merchandise & Signage

Featured Products




Update your profile and settings

You can easily update most of your user profile and preference
settings.

Click on ‘Profile & settings’ within the left side menu and select what
you wishto update. The menu is alsoavailable from the Profileicon
on the right side of the top navigation menu.

Change Password
1. Clickon ‘Change password'. Enter the current and new
password, answer the security question and click ‘Submit’.

Contact Information

2. Inthis page you can update your name, business role, and email
address by clicking ‘Edit’.

@ Make sure your contact details are always kept up to
date so will receive important information about your
Account(s).

4} Dashboard  Payments  Dispute

Logos and Supplies

a

An error occurred while loading your Information.
B Service Requests

Payments

an 6 and Settings ¢ Change Password
Logos and Supplies Contact Information

User guides > Notification

Order logos and
supplies Manage Locations

sdliately see open and urgent disputes for all business locations

Business name Payments

Markeling & Survey Email CSRelI1g1S
Preferences

v

W e

Profile and Settings : uUser's full name -

Change Password  Contact Informasion  Cammunication Preferences  Manage Locatians

CREATE A NEW PASSWORD

Profile anid Settings user's full name

Please enter the information below to creale a new password far yi
Change Password  ContactInformation  Communication Preferences  Manage Locations.

| CONTACT INFORMATION

First Name* - Christine
Last Name® | Y Yuan
User Role* - Back Office/Support

cxEsTIon
Choose a Question . @
Payment notifications will be sent to prashanth@aexp.com

AR

Disputes Notfications will be sent fo chris@aexp.com

Marketing and Survey Communications will be sent to a@aexp.com

Mobile Number (optional) : &m 15104565870

Terms of use

Edit

Edit

Edit

Edit

Edit




Update your profile and settings ( continued)

Notifications

3.

You can alsoupdate your ‘Communication preferences’,
choosing what type of payments & Account and also
disputes notification emails you would like to receive from
American Express.

Here you can also confirm or update your preferences
regarding what type of communications you may like to
receive from us.

@ TIP: You can select from the range of Payments and
Disputes notifications such as new, updated, or urgent
enquiries. Itisimportant for you to receive and regularly
check disputes emails, to avoid no-reply chargebacks.

Change Password  Contact Wfommation  Communication Preferences  Manage Locations

~ PAYMENTS & ACCOUNT NOTIFICATIONS
Payment notications vl be sent 1o > Edit
Paper Statements: By WMIng INis Service ON, | UNGErSEand INat | will cnly Tecene Statements onilne

Woke: You will begin receiving e-statements afler your first ull month of enrolment

Mew Statement Avatatie RECEIVS a1 £-Mal NOCalon WNEN Jour e DSymNt satement L]
becomes availatle =
~ DISPUTES NOTIFICATIONS

Disputes Nostcations wil be sent 1o s Edit

Paper Notifications: Because | am enrolled for the online disuptes service, | unterstand that | vil be managing disputes online and wil no longer receive a paper tispuls
notification

New Inuiies Receive an e-mail no#calion when a customer inquly requies your
response
Emai
New Chargenaces Receive an e-mai noscation whe 3 new charpeback has beca sent fa
o marchant account
Email
Gase Upaates Receiva an when 3 Case Upate
merzhant azcount
eman
Respuase Due Date Receive an aler 7 days befor your respense s due
Emai
~ MARKETING & SURVEY EMAIL PREFERENCES
i you provase s with your address, then andvess os ab t adress for rom American Expross. By

providing your email address wa may sand you important servicing notifications ralated to your Marchant sccount as per saitings in the Notfications page’

In eddilion o service messages and nolificabans aboul your Merchan! account, you can update your choices fo recerve each of Ihe contesgoniéng commanicalion types
dascribed below. For information about how we protect your privecy, pleass read our Privacy Statement

Markot ¥ G il be sent o com au Edit
Merchant Related Products And Services Stay e
marketing informsation 25 well 2% resources avaiiable 80 your busness by
email
No
Marchant Relsted Surveys T fecsive emalls Containing briks 10 Surveys INaL wil gie you the

‘appordunty 1o provide Ametican Express wih leedback s a Merchanl,
‘50 that we can bedler meet the needs of your busness and ather
tusinesses like yours no

Thesechscos i ape o comimuncadns &y amad st 1Yo 24 a0 A Thee o sort 1 o 2 3 G . Amarcan
[ ——— 2 o by st - . COMec 1 e b D8k o ot v




Update your profile and settings ( continued)

Manage locations

For legal and privacy reasons, not all business details can be
edited online, but you can change some information such as
your physical and correspondence addresses. You can see all
locations for your Merchant Account, as well as all Accounts
under that one in the hierarchy.

4. Clickon the + icon to see details of each location, and
click on ‘Edit’ to make changes. You can go back to the
location summary page by clicking on the - icon.

Profile and Settings : User’s fullname

Change Password

& =

Download Print

MERCHANT NUMBER

ODXKKXKXX

+ SOOXKRKRKR

—+ oo

Contact Information

BUSINESS NAME

Business name

Business name

Business name

Communication Preferences

TAX D LOCATION ID

COXXXX -

OOXKXXX 234567

XXXXX -

Manage Locations

73

PHYSICAL

2255 QOOKXX R BLVD

1810 KXXXXXX

4333 (XOXXXXX R BLYD

STATE PAYMENTS DISPUTES UPDATE

™

™

T

O O
o of oy

Terms of use

Add Location ‘

ACCOUNT

«©
) @




Send a request or inquiry securely

You can send various types of requests and enquiries to us, such as
updating your Account details, enquiring about payments or
disputes, securely any time.

1. Clickon ‘Service requests’ from the main menu on Account
dashboard page.

2. You willland on Service Message Centre page. Clickon ‘Write a
request’ button.

3. Select the Merchant number from the drop down menu.

Payments I E-statement ‘ [ See All Payments
K
B Senice Requests Settlements Pending
Payments
AUD $52,024.13
Disputes

Profile & Settings >

Complimentary Merchandise
& Signage

User Guides >

E Download the Amex
Merchant app

Last7 Days

AUD $52,024.13
AUD $0.00
AUD $0.00

Last 30 Days Month to date

\4

Secure Message Centre

Inbox Ser

Wiite a message to Customer Se

This message refers to”

EE—10

=3

T —— romags
Howto use the Securs Wessage Cenre

Rotum o

* indicates required field  ~




Send a request or inquiry securely - continued

4. Choose a topic and sub-topic from each drop down menu.

5. You can add email address of the people in your
organisation who you would like to copy.

6. Add additional details of your request or inquiry as
necessary.

7. Attach files if required.

Secure Message Centre

Return to
homepage
Inbox Sent messages Write a message How to use the Secure Message Centre
Write a message to Customer Services
This message refers to* * Indicates required field  «
500000006¢ | M
Choase a topic *
Onine Merchant Sarvices v
Choase a sub-topic *
Password Resets . v
Reference cC N
The FAG(S) shown here SRoUId anSwer your queston
Secure Message Centre
Return to
comapags
Inbox Sent messages Write a message How 1o use the Secure Message Centre
Write a message to Customer Services
This message refers to* * Indicates required field
0000000 A
Choose a topic * Did you know that you can change your contact details directly on our Online
Merchant Services site? Alternatively, please continue with the email and
Az count Mintenanc e vV provide the new contact name, phone of fax number and email address. Please
note this will replace the existing contact information.
Choose a sub-topic
Gontact Nome Change v v

Retrence ¢ G
For further assistance plaase write your message here * e

Attached Files : 0 files attached  Add I Edit
Attachments




Send a request or inquiry securely - continued

8. Preview your message to confirm all the details, and click
Submit button.

9. Once your message is submitted, it will be stored under the
‘Sent messages'.

10. Our service team will respond to you within 2 working days.
You will receive a notification email to the email address you
nominated. You will find our response under the ‘Inbox’ tab.

American Express Australia Limited

ABN 92108 952 085

® Registered trademark of American Express Company.
©2016 American Express Company. All rights reserved.

Secure Message Centre

@ Inbox e

Sent messages Write a message

Preview your message

To:

Refers to:

Subject:

Return email address:
Submitter title:

Submitter name:
Submitter phone number:
Your topic:

Your sub-topic:
Reference:

cc:
Your message:

Password reset

Your attachments:

4 Back

Please check your message and the information below before submitting to Customer Services.

American Express Customer Services
ELttesadsd

Online Merchant Services - Password Resets
John XX gagmail com

Mr

John Xxxd

265321233

Online Merchant Services
Password Resets

fedfsa

Return to

omenag
Howto use the Secure Message Centre

e Submit




