
Refund Requests

Guest Requests Refund
Agent creates GS 
Case related to 

Refund

Does refund need to 
be cut as check?

Agent logs the 
refund amount 

(prorated) in the GS 
Case.

Agent refers case via 
email  to: 

billing@tengointerne
t.com with GS Case 

number.

Billing cuts check. 
Guest Support closes 

case.

Billing responds via 
email when 

processed, so Guest 
Support can close 

case.

GS Agent logs the 
refund case in 

Admin.

Support Coordinator 
processes refund, 
updates guest via 

email from: 
support@tengointer

net.com

Support Coordinator closes case.

Support Agent 
gathers all relevant 

Guest Account 
information.

Agent attempts 
save/deescalate  by 
offering free time 

extensions

Was Save successful GS Agent closes case.YES

NO

GS Agent clear notes 
in the case that a 
check needs to be 

cut.

YES

Gather Required Information:
Site Name/Location
Billing Name
Last 4 of card used to purchase time
Purchased Amount
Device MAC
Guest’s Email address

Calculating Proration: 
1) Look up the Guest User Account by Username from the User Account 
Manager tab. (the active paid time will be highlighted in green)
2) Note the plan type purchased (i.e. 1 day, 1 month, etc)
3) Underneath will be the guest’s usage by day, note the last day of 
usage.
4) Take the amount of the plan (ex:1 Month:  $29.95)
5) Divide the amount of the plan by # of days in the plan (use 30 for 
month)

1 week = 7
1 month = 30
3 months = 90
6 months = 180

6) This gives you the amount by day. (ex: $29.95/30 = 0.998)
7) Subtract the days used. (ex: 15 days = $14.97)
8) The prorated refund would be the difference (ex: $14.97)
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