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Our merchant tool is tailored to each particular department.
This guide is intended for your Support Department and gives
a breakdown of all features and tools.




TRANSACTION SEARCH

To search for specific transactions: [0 contactus [ Documentation @ ra + (@)

MAIN MENU

Transaction search Support tickets Analytics Subscribers Disputes User operations

Dashboard

1. Go to the Support section R
2. Choose the Transaction Search option S Transaction search

Analytics

Notifications

AGREEMENTS & TAXES QUICK SEARCH ADVANCED SEARCH

Agreements
Q Search for... (9 10/18/2022 — 11/18/2022 m

Tax Interview

PROJECTS +
¥ Download transaction report
Transaction ID Payment date User details Purchase Amount
All projects email@example.com 3
® 1055197802 Nov 9, 2022 12:14 PM 3 USD
user_2 ushD
email@example.com 3
® 1045947939 Oct 24, 2022 2:03 PM ) 3USD
user_2
email@example.com e 2

You can enter any criteria in the search bar: user 2| Tost Account Q [ contactus [1] Documentation @ raa + ()
ID, phone, payment type, Xsolla transaction ID,
or your External ID. pashboard

Accounting

Transaction search Support tickets Analytics Subscribers Disputes User operations

Support Transaction search

Analytics

Notifications

QUICK SEARCH ADVANCED SEARCH

Q search for... (%1  10/18/2022 — 11/18/2022

Be as detailed as possible and consider the word order in key phrases
such as "Canadian Dollar" or "Amazon Payments"

AGREEMENTS & TAXES

Agreements

Tax Interview

PROIECTS - ¥ Download transaction report
? | one character
User details Purchase Amount
any number of characters
All projects LZGN\;AL R - - j:;l@example.com SUSE iSD
status.name.en:completed
o ittt et eITr:_lilf@example‘com 2 USD 3
e I L email@example.com o 2
If you need to find information about a customer Transaction search
by the card number, you can use the following syntax:
card.bin:111111 AND card.suffix:2222 AND

card.expiration_year:3333 AND card.expiration_month:44

Q, card.bin:446915 AND card.suffix:6035 AND card.expirati... M 2/1/2022 — 2/2/2022 m

+ Download transaction report
Transaction ID Payment date User details Purchase Amount Search info

card.expiration_year
2030
card.bin

. 374.2
890213348 Feb 1, 2022 5:32 AM emal@example.com 374.2 RUB - seser
324258c00fdbdc3a3309e99351. RUB card.expiration_month
o1
card.suffix

6310



You can also go to Advanced Search for special criteria
(date period, particular status).

Transaction search

QUICK SEARCH ADVANCED SEARCH
Projects
All projects < 5  10/18/2022 — 11/18/2022
Transaction ID External ID Payment type Payment system
All payments o Q
User ID Email Phone number

m e Clear paramEters

To refund a successful payment, click the ellipsis
button and choose Refund.

Transaction search

QUICK SEARCH ADVANCED SEARCH

Q. 1055197802 5 10/18/2022 — 11/18/2022 m

+ Download transaction report

Transaction ID Payment date User details Purchase Amount Search info
email@example.com 3 transaction_id
® 1055197802 Nov 9, 2022 12:14 PM 3 UsSD
user 2 UsSD 1055197802
Transaction details .
Refund g
Y nalso i refun fter ning th il
ou ca .a so issue refunds afte opg g the detailed D 1055197802
transaction report. Please note that it works only for
transactions with Completed status.
Payment 2022-11-09 10:14:25
date
Amount 3UsSD
Purchase iwitkeypkg1 sku_3
Project iwitkey
Payment Bank card
method 1380
Country us
Status @ COMPLETED
Custom character_id: ingameUsername
parameters

Please note

The following payment options can be refunded: all bank cards, PayPal, Steam, Qiwi, Yandex, Webmoney. If you require a different payment option to be
refunded, please contact Xsolla staff. Depending on a payment option, Xsolla can either refund the payment or issue store credit to the user. Store credit
can only be used for the original project that the user made payment to.



PAYMENT STATUSES

Initiated

Completed

® Error

Canceled

The user initiated the payment but did not deposit the funds
(user made a payment attempt but did not actually pay).

The payment was successful and goods should have been delivered to the user.

The user was charged, but the payment wasn't processed correctly due to an
error. Such payments can be refunded. You can also contact Xsolla to find out
what caused the error and if the payment can be reprocessed/refunded.

This status is applied in 2 cases:
- Transaction wasn't successful.
- Transaction was refunded to the customer’s payment account.

Payment -

date

Amount 29.39 CAD
Purchase Currency
Project Test Product
Payment Bank card
method

Country CA

Status CANCELED
Refund Cancellation by the PS request
reason

For more detailed information, click the transaction number to open
the transaction report.



Awaiting refund

Refunded

® Processing

Additional information:

You can click the transaction ID for additional information
on the payment, such as customer IP, issuer of the card,
first 6 and last 4 digits of the card.

The payment was charged but not processed due to security reasons.
Please contact Xsolla CS for details and possible actions.

Xsolla refunded the payment via alternative payment method or gave the
user store credit. Store credit is provided when the user has an unused
amount from their payment (e.g., the user hasn't spent the entire amount
from a gift card) or the user chose a nonrefundable payment method.

In this case, the user can spend the store credit only in your store.

The payment was charged and is currently being processed.

USER INFO

PAYMENT DETAILS

User ID

User name

1P

Country

Request additional verificatio

Payment account

Type of card

Card expiry
month/year

Card issuer

Card enrollment date

Card number

ZIP code

n before

user_2
John Smith
42.3.27.199

HK

VERIFY USER

the user makes the next payment.

2bb2b57¢1458c93d0a966efcc83e488
4

VISA

12/2040

JPMORGAN CHASE BANK, N.A.
false
AIM****++1111

90009



SUPPORT TICKETS

For transparency and convenience, we show all
our incoming requests to our partners.

By clicking on the transaction id you can receive additional
information on the payment, such as customer IP, issuer of
the card, first 6 and last 4 digits on the card.

1. Go to Support section

2. In Support Tickets, you can find all emails and chats
associated with your project.

You can also click on View Details to leave a private
message for our Support Team.

3. Leave Feedback

| Analytics section

In the Analytics section, you can find more
information about Customer Support key metrics:
CSAT, number of incoming requests by months,
response time by channel, incoming requests by
category, etc.

x § Test Account
A O

MAIN MENU

Dashboard
Accounting
Support
Analytics

Notifications

AGREEMENTS & TAXES

Agreements

Tax Interview

PROJECTS

All projects

@

Analytics

Period

= 1last month

Transaction search

Support tickets Analytics

Support tickets

Period

Ticket ID Transaction ID

£ 11/25/2022 — 11/25/2022

Tickets found: 39 out of 38,696

Ticket

#6172886 @ SOLVED
Test Project

#6172865 @ SOLVED
Test Project

Transaction ID

ID 1064357772

ID 1064163033

Projects

All items

Incoming requests by month

Total

21,746

4,041

May 2022

Average per month

3,624

4,288

3,159

Jun 2022

Subscribers

Jul 2022

Disputes

Email Customer type

All

Customer

Billing system
billing@xsolla.com
User

Billing system
billing@xsolla.com

<>

2,926

Aug 2022

User operations

[1] contactus m Documentation @ FAQ + .

Created,

Nov 25,
5:39 PM

Nov 25,
5:27 PM

UTC+5

2022

2022

3,714

Last update,
UTC+5

Nov 25, 2022
6:00 PM

Nov 25, 2022
5:30 PM

3,618

Oct 2022

View details

View details



Both customer support agents and team leaders can
use our customer analytics to view trends in customer
satisfaction scores, the most popular communication
channels, and request categories.

Subscribers section

If you have a subscription-based product, you can use
this section to view subscribed users and change
subscription statuses.

You can also change the date a specific user is charged.

Key metrics for this period

Incoming requests

3,618 v -96

Satisfaction rate

75% A 10.72%

— Incoming requests — Satisfaction rate

Incoming requests by channels

Chat

Help widget
Email
WhatsApp
Telegram
Facebook

viber

x $ Test Account
A " °

MAIN MENU

Dashboard
Accounting
Support
Analytics

Notifications

AGREEMENTS & TAXES

Agreements

Tax Interview

PROJECTS +

All projects

@

Transaction search Support tickets Analytics

Subscribers

Subscription plan Subscription status

All plans < Active

438,537 subscribers filtered

Email/Username or user ID

470652901

459745896

48279703

696652000

Subscribers

Internal ID

40766207

40766861

40768062

40769282

Search

Q, Username or email

Disputes

Key metrics for this period by channel

Incoming requests

Email

Instant channels

First response time
Email, hours

Instant channels, seconds

Satisfaction rate
Email

Instant channels

Incoming requests by category

Payment issues
Refunds

Blacklisting

Non-receipt

Security issues

Other requests
Game-related questions
Fraud claims

Tax issues

Automatic alerts
Subscriptions

GDPR

[T contact us mDocumentation @FAQ + .

User operations

Creation period

(3 | Select period

Subscription plan Next charge

Dec 25, 2022
$4.99 2:50 AM

Dec 25,2022
$19.99 3:17 AM

Dec 25,2022
$4.99 412 AM

Dec 25, 2022
$19.99 5:15 AM

Status

ACTIVE

ACTIVE

ACTIVE

ACTIVE

1,680 4 161

1,936 ¥ -258

11.97 ¥ -19.78

4977 ¥ -2.35

75% & 6.84%

75 A 12.82

All projects ©

Charge amount

$4.99

$19.99

$4.99

$19.99



| Disputes section

Thare section will help to track all the disputes and
download CSV reports. Type the user ID if you want
to trace the specific user’s history.

| User Operations

Here you can find more information about your internal
operations. This includes adding virtual currency to a
customer’s account, dealing with coupons, etc.

Note: this section is only available for partners with the
LAPI protocol.

x s Test Account
A " o

MAIN MENU

Dashboard
Accounting
Support
Analytics

Notifications

AGREEMENTS & TAXES

Agreements

Tax Interview

All projects

=

x $ Test Account
A " °

MAIN MENU
Dashboard
Accounting
Support

Analytics

Notifications

AGREEMENTS & TAXES

Agreements

Tax Interview

All projects

@

Transaction search

Disputes

User ID
Q
Dispute result

None

Disputing transactions

23,633

ElContactus |I|Documentation @FAQ + .

Support tickets Analytics Subscribers Disputes User operations

Period Project Payment method

Transaction ID/Transaction date

1042087716

10/17/2022 3:22 PM
(CST 10/17/2022 4:22 AM)

Transaction search

Saved money: $223,538.35 Dispute win rate: 83.18%

Dispute reason

<>

)  8/18/2022 — 11/17/2022 None All ¢

Disputing transactions amount Won cases Won cases amount
$567,500.35 6,826 $153,596.22
Transacti
Project Payment method User details Country code amount
1D 26137 i i ID 3424548748
Credit/Debit RU 1404.31
Test Project Cards 9c216d050f6c7dc180160ed3220d12ae@xsolla.com

[1] contactus mDocumentation @FAQ + .

Support tickets Analytics Disputes User operations

User operations

QUICK SEARCH

Project

All projects

Operation ID & Date,
UTC+5

331365728

11/26/2022 1:59 AM

331365724

11/26/2022 1:58 AM

Project

D 16091
Test Project

D 16091
Test Project

D 16091
Test Project

ADVANCED SEARCH

Operation type Period
C All C £ 11/25/2022 — 11/26/2022 SEARCH
Export ¥ CSV
User balance Paid

User details Operation type Items change amount Details

ID LYQWNLEJDFC2DXFHILXTKLM4E . In-Game Points
Internal Virtual currency 10 (5476)

troxeg Grant

ID KA72HSZDFCPKTPJENF2PZQYP7 . In-Game Points

o Internal Virtual currency 5 (1689)

Sentinel6969 Grant

ID 2FAWKZMEAWQZDAX2DX42DT2L) . In-Game Points
Internal Virtual currency 5 (150)

martinfolch Grant



THANK YOU

If you have any suggestions or ideas on how to make our
merchant more convenient, do not hesitate to contact us in
the Basecamp thread or via Online Chat ) in Publisher account



