Common Fall Out Order Reasons and Process

Common Fall Out Reasons where orders will not automate and customer will need to speak with Altice Fall Out representative.

» Customer has Past Debt that needs to be resolved.

» There are Active Altice services at the new location.

» Existing Customer shopping for new offers.

» Invalid Address entered that doesn’t match billing platform.

With the most common fall out orders, we will need to warm transfer the customer to Altice OE team.
» Altice Sales Support Number for fall out orders: 1-833-870-2039
» Sales ID: MES5 (ldentify yourself as IBEX Agent)

» DO NOT refer any CS inquiry to Sales Support team.
Mon-Fri: 9AM - 10PM ET, Sat: 10AM - 7PM ET and Sunday is OFF

Once the customer has been connected or warm transferred with our Altice Fall Out representative, please be prepared with the
following so Altice Rep can easily research and find customer’s order.

» Customer Name
» Customer Address
» Customer Phone Number

ibex.




Common Nuances around Altice orders

Standard Pricing vs Promo Pricing:

e Altice buy flow links-out of the bundle dealer and all promotional pricing should be quoted from within Altice buy flow.

Promos pull-up via SSN:

* You cannot proceed without entering customer’s SSN for Identity Check — No Credit Check, Altice buy flow does not return
promotional pricing.

Clear cache:

* You must completely clear your browser’s cache before initiating every Altice order.

Install date/OCN missing:

* Mostly a simple refresh can resolve this concern but when buy flow returns the final page without confirming an install date,
those orders will fail their automation, that means you need to call Altice Sales Support team to resolve that automation
failure. It happens when there are no time slots available or there is an active account or a pending order already booked for

a date or pending bills/bad debts, etc... -
ibex.




Common Fall Out Screen Shots

* Certain addresses may not be available in Altice billing system or blocked due to pending disconnects/bad
debts/fraud alerts.
e Call Altice sales support line.

Serviceability Check




Common Fall Out Screen Shots

* Certain addresses may be blocked due to pending disconnects/bad debts/fraud alerts.

CABLE | futre=

e Call Altice sales support line.

Retailer: ibex.digital

We're Sorry

We're unable to process your credentials
or the service is not available at this time

Please try again soon, or click here to
try a different address.
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Common Fall Out Screen Shots

e Call Altice sales support line.

X

C\ Error Page

altice

Oops, something went wrong.... Call into Sales Order Entry at 833-870-2039 for assistance.

ibex.




Channel line-up:

* Every cable package does carry a link to open-up the channel line-up pop-up window. (Shown below)
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